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The Role  of S e l f - M o n i t o r i n g  in Sa l e s  Performance 
Rober t  B. Anderson 
Lo u i s i a na  S t a t e  U n i v e r s i t y  
A b s t r a c t
Three groups of  salesman were a d m i n i s t e r e d  S n y d e r ' s  S e l f - M o n ­
i t o r i n g  s c a l e  in  an e f f o r t  t o  d e t e r m i n e  t h e  i m p o r t a n c e  o f  SM t o  a 
s a l e s m a n ' s  per formance.  P r ev i ous  l i t e r a t u r e  has i n d i c a t e d  t h a t  i t  i s  
impor t an t  t o  a s a l e s m a n ' s  s uccess  f o r  him t o  p o s s e s s ,  (1)  e f f e c t i v e  
communicat ion s k i l l s ,  (2)  t h e  a b i l i t y  t o  c r e a t e  a c l i m a t e  o f  p e r ­
ce i ved  s i m i l a r i t y  or  t r u s t ,  (3) t h e  a b i l i t y  t o  a c c u r a t e l y  s e n s e  and 
i n t e r p r e t  t h e  p r o s p e c t ' s  a f f e c t i v e  or  a t t i t u d i n a l  r e s p on s e s ,  and (4)  
t h e  a b i l i t y  t o  adapt  o n e s e l f  a p p r o p r i a t e l y  t o  a v a r i e t y  of s i t u a t i o n s  
and p r o s pe c t  r e sponses .  Moreover ,  t he  r e sea rc h  on SM has  i n d i c a t e d  
t h a t  s e l f - m o n i t o r i n g  i n d i v i d u a l s  p o s s e s s  o r  s h o u l d  p o s s e s s  t h e s e  
a t t r i b u t e s .
A review of  t h e  s a l e s  l i t e r a t u r e  and an i n t e r p r e t a t i o n  o f  t h e  
s a l e s  s i t u a t i o n  led  t o  t h e  f o rmu la t i on  of  t h r e e  hypotheses  concern ing  
t h e  r e l a t i o n s h i p  between SM and s a l e s  pe r formance .  F i r s t ,  SM would 
be p o s i t i v e l y  r e l a t e d  t o  p e r f o r m a n c e  f o r  a l l  g r o u p s  o f  s a l e s m e n .  
Second,  t h e  r e l a t i o n s h i p  between SM and measures of  performance would 
be g r e a t e s t  f o r  l i f e  i n su r a nce  a g e n t s ,  l e s s  f o r  r e a l  e s t a t e  a g e n t s ,  
and l e a s t  f o r  au tomobi le  salesmen.  F i n a l l y ,  t h a t  SM would be more 
s t r o n g l y  r e l a t e d  t o  s u b j e c t i v e  measures  o f  p e r f o r m a n c e  t h a n  t o  o b ­
j e c t i v e  measures of  per formance.
The r e s u l t s  of  t h e  s tudy f a i l e d  t o  suppor t  t h e  h y p o t h e s e s .  A l ­
though t h e r e  were s i g n i f i c a n t  d i f f e r e n c e s  on s a l e s men ' s  SM scor es  ac ­
c or d i ng  t o  t h e  t y p e  of  s a l e s  s o l d ,  t h e r e  were no s i g n i f i c a n t  c o r r e l a ­
t i o n s  between SM sco r es  and t h e  measures of  per formance used.
Recent  r e s e a r c h  on t h e  SM s c a l e  has i n d i c a t e d  t h a t  i t  may a c t u ­
a l l y  c o n s i s t  of  t h r e e  d i s t i n c t  s u b s c a l e s  ( f a c t o r s ) .  C o n s e q u e n t l y ,  
t h e  d a t a  were r e ana l yz ed  u s i ng  s u b sc a l e  s co re s .  There  were s i g n i f i ­
c a n t  d i f f e r e n c e s  among groups of s a l e s men  on two o f  t h e  t h r e e  s u b ­
s c a l e  s c o r e s ,  however,  t h e  d i f f e r e n c e  was o p p o s i t e  t h a t  a ssumed by 
t h e  r a t i o n a l e  un de r l y i ng  t h e  h y p o t h e s e s .  F u r t h e r m o r e ,  mos t  o f  t h e  
r e l e v a n t  c o r r e l a t i o n s  between SM and per formance  were  a g a i n  n o n s i g ­
n i f i c a n t ,  t h e  one e xce p t i on  being a t t r i b u t a b l e  t o  chance.
I t  was concluded t h a t  a l though t h e  s tudy found very l i t t l e  e v i ­
dence of  a r e l a t i o n s h i p  between SM and m e a s u r e s  o f  p e r f o r m a n c e ,  i t  
cannot  be t aken  t o  s i g n i f y  t h a t  such a r e l a t i o n s h i p  i s  n o n e x i s t a n t .  
The r o l e  of  SM could  wel l  be moderated by such o t h e r  a s p e c t s  o f  t h e  
s a l e s  i n t e r a c t i o n  p rocess  as product  t a n g i b i l i t y  and p r i c e  n e g o t i a ­
b i l i t y .
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The Role of  S e l f - M o n i t o r i n g  in  S a l e s  Performance 
Rober t  B. Anderson 
L ou i s i a na  S t a t e  U n i v e r s i t y
Thi s  s tudy  i s  concerned wi th  people  who hold t h e  job o f  " s a l e s ­
man." More s p e c i f i c a l l y ,  i t  i s  concerned wi th  men and women in t hose  
o c cu pa t i o n s  which i nvo l ve  c r e a t i v e  o r  p e r s u a s i v e  s e l l i n g .  As s u c h ,  
i t  e x c l u d e s  t h e  j o b s  o f  s a l e s  c l e r k s ,  s a l e s  m a n a g e r s ,  and o t h e r  
r e l a t e d  jobs  which a re  not  p r i m a r i l y  c o n c e r n e d  w i t h  d i r e c t  p e r s u a ­
s i v e  s e l l i n g .
C l e v e l a n d  (1948)  h a s  p o i n t e d  o u t  t h a t  t h e  j o b  o f  s a l e s m a n  
i n vo l ve s  a p a t t e r n  o f  c h a r a c t e r i s t i c s  o r  a c t i v i t i e s  and t h a t  t h e  
degree  t o  which t h e s e  c h a r a c t e r i s t i c s  o r  a c t i v i t i e s  a r e  i n v o l v e d  
l a r g e l y  depends upon t h e  n a t u r e  o f  t h e  p r o d u c t  o r  s e r v i c e .  T h e s e  
a c t i v i t i e s  a r e :  (1)  s o c i a l  c o n t a c t ,  which i n c l u d e s  l o c a t i n g  and
meet ing t h e  p r o s p e c t i v e  c u s t o m e r ,  ( 2 )  p e r s u a s i o n ,  (3)  t r a d e  know­
l edge ,  and (4) c l e r i c a l  knowledge.
One method f o r  i n c r e a s i n g  t h e  e f f e c t i v e n e s s  of  a s a l e s  f o r c e  i s  
t o  h i r e  only t h o s e  a p p l i c a n t s  who a r e  l i k e l y  t o  make good s a l e s m e n .  
I n  o r d e r  t o  do t h i s ,  a b u s i n e s s  must  know w h a t  a t t r i b u t e s  a r e  
ne ce s sa ry  and t o  what degree  they  a re  necessa ry  in o r de r  f o r  a person 
t o  have a good chance o f  succeed ing  as a salesman.
A g r e a t  deal  of  r e s e a r c h  ha s  been  done i n  a t t e m p t s  t o  a ns wer  
t h i s  q u e s t i o n .  Al though t h i s  r e s e a r c h  has not been ove r ly  s u c c e s s f u l ,  
some genera l  f i n d i n g s  have e mer g ed .  Based  on h i s  s t u d y  o f  a more 
e f f e c t i v e  s a l e s  group compared t o  a l e s s  e f f e c t i v e  s a l e s  g r o u p ,  P a ce  
(1962) has concluded t h a t  o ra l  communicat ion s k i l l s  and g e n e r a l i z e d
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communicat ion s k i l l s  d i f f e r e n t i a t e  be t we e n  more and l e s s  e f f e c t i v e  
sa lesmen.  In a review o f  t h e  l i t e r a t u r e  on p e r s o n a l i t y  t r a i t s  and 
s u c c e s s  i n  s e l l i n g ,  Hampton s t a t e s  t h a t  " t h e  m o s t  i n d i c a t i v e  
p e r s o n a l i t y  t r a i t s  f o r  succ es s  in s e l l i n g  a r e  Dominance  and E x t r a ­
a v e r s i o n  (Hampton, 1949,  p. 108) .  In a l a t e r  r eview,  Husband (1 953)
p o i n t s  o u t  t h a t  p e r s o n a l i t y  t e s t s  have  been  r e p e a t e d l y  t r i e d  in  
a t t em p t s  t o  s e l e c t  b e t t e r  s a l e s m e n  b u t  have  met w i t h  l e s s  s u c c e s s
t h a n  expec t ed .  He s t a t e s  t h a t :
. . .What  h a s  b e e n  f o u n d  i s  a g e n e r a l  b u t  n o t  v e r y  
pronounced t endency f o r  s u c c e s s f u l  s a l e s m e n ,  as  compared  
w i t h  t h e  g e n e r a l  p u b l i c ,  t o  b e ,  ( 1 )  a l i t t l e  m o r e  
e x t r a v e r t e d ,  (2 )  a l i t t l e  m o r e  a g g r e s s i v e ,  ( 3 )  mo re  
s o c i a l l y  i n c l i n e d ,  and (4)  l e s s  n e u r o t i c .  . . (Husband ,
1953,  p. 246) .
Flemming and Flemming (1946) b e l i e v e  t h a t  t h e r e  may be no such  
t h i n g  as a s a l e s  p e r s o n a l i t y .  They r e p o r t e d  t h a t  " t h e r e  i s  no s i n g l e  
c o m p o s i t e  o f  q u a l i t i e s ,  each  i n  s p e c i f i e d  s t r e n g t h ,  making  up a 
complex e n t i t y  c a l l e d  genera l  s a l e s  a b i l i t y  (Flemming and F lemming,  
1949 ,  p.  1 2 8 ) .  Cotham (1 970)  c i t e s  F l e mm i n g  a nd  F l e m m i n g  and  
conc ludes  t h a t  t h e  ev i dence  s i n c e  then  i n d i c a t e s  t h a t  t h e  s i t u a t i o n  
has  changed very l i t t l e .
One p o s s i b l e  e x p l a n a t i o n  f o r  t h i s  l i m i t e d  s u c c e s s  i s  t h a t  
v a r i o u s  s t u d i e s  have used d i f f e r e n t  c r i t e r i a .  S i n c e  " s u c c e s s "  in  
s e l l i n g  has  been so d i v e r s e l y  d e f i n e d ,  i t  i s  no t  s u r p r i s i n g  t h a t  
i n v e s t i g a t o r s  have f a i l e d  t o  f i n d  p e r s o n a l i t y  t r a i t s  t h a t  c o n s i s ­
t e n t l y  p r e d i c t  s u c c e s s .  Fo r  e x a m p l e ,  Rush ( 1 9 5 3 )  a t t e m p t e d  t o
d i s c o v e r  t h e  b a s i c  f a c t o r s  o f  s a l e s  s u c c e s s  i n  a s p e c i f i c  s e l l i n g  
s i t u a t i o n .  He e xami ned  t h e  p r e d i c t i v e  v a l u e  o f  a t r i a l  s e t  o f  
p r e d i c t o r s  f o r  100 salesmen working f o r  a f i rm engaged in p r o d u c i n g ,  
ma r ke t i ng ,  and m a i n t a i n i n g  o f f i c e  m a c h i n e r y .  A f a c t o r  a n a l y s i s  o f  
t h e  v a r i ou s  c r i t e r i o n  measures  r e s u l t e d  i n  f o u r  c r i t e r i o n  f a c t o r s .  
These were;  (1) O b j e c t i v e  a c h i e v e m e n t ,  which i n c l u d e d  t h e  a v e r a g e  
number of  s a l e s  per  month,  t h e  av er ag e  mo nt h l y  v a l u e  o f  t h e  s a l e s ,  
and t h e  per  cen t  of  quo ta  ach i eved ,  (2) Lea rn ing  a p t i t u d e ,  (3)  Gen­
e r a l  r e p u t a t i o n ,  and ( 4 )  S a l e s  t e c h n i q u e s  and a c h i e v e m e n t .  The 
p r e d i c t o r s  used were t e s t s  of  verbal  a b i l i t y ,  a r i t h m e t i c  a b i l i t y ,  and 
p e r s o n a l i t y .  He found t h a t  a l though p e r s o n a l i t y  f a c t o r s  p r e d i c t e d  
gener a l  r e p u t a t i o n  (which was d e t e r m i n e d  by s u p e r v i s o r s '  r a t i n g s ) ,  
t h e y  d i d  n o t  p r e d i c t  o b j e c t i v e  a c h i e v e m e n t .  He a l s o  f o u n d  t h a t  
s u p e r v i s o r s '  r a t i n g s  of  per formance were not  h i g h l y  c o r r e l a t e d  w i t h  
measures  of  a c t ua l  s a l e s .
Another  p l a u s i b l e  e x p l a n a t i o n  f o r  t h e  f a i l u r e  t o  f i n d  c o n s i s t a n t  
p r e d i c t o r s  i s  t h a t  t h e  j o b  v a r i e s  w i d e l y  f rom one s i t u a t i o n  t o  
a n o t h e r .  Husband,  as e a r l y  as 1949, concluded t h a t  " a l l  s e l l i n g  i s  
no t  a l i k e "  (Husband,  1 9 49 ,  p. 1 4 5 ) .  D u n e t t e  and K i r c h n e r  (1 960)  
found t h a t  even in t h e  same company, t h e r e  were  d i f f e r e n c e s  i n  t h e  
i n t e r e s t s  and p e r s o n a l i t y  t r a i t s  of  i n d u s t r i a l  and r e t a i l  s a l e s m e n .  
They found t h a t  i n d u s t r i a l  salesmen showed s l i g h t l y  g r e a t e r  i n t e r ­
e s t s  in  s c i e n t i f i c  and t e c h n i c a l  p u r s u i t s ,  more i n t e r e s t s  i n  comp­
u t a t i o n a l  a c t i v i t i e s ,  and pos sess ed  more mascul ine  i n t e r e s t s  than d id  
r e t a i l  sa lesmen.  On t h e  o t h e r  hand,  r e t a i l  s a l e smen  showed g r e a t e r  
i n t e r e s t s  i n  i n d e p e n d e n t  b u s i n e s s  p u r s u i t s  and a c t u a l  p e r s u a s i v e
a c t i v i t i e s .  Moreover,  Dune t t e  and Ki rchne r  found t h a t  a l though "dom- 
inence"  appeared  t o  be r e l a t e d  t o  success  in  s e l l i n g  f o r  both groups,  
r e t a i l  salesmen scored  lower  on " a f f i l i a t i o n "  and h i g h e r  on " o r d e r ­
l i n e s s "  t h a n  d id  i n d u s t r i a l  salesmen.  The a u t ho rs  concluded t h a t  t he  
i n d u s t r i a l  salesman r e l i e s  on i n g e n u i t y ,  i n v e n t i v e n e s s ,  and t h e  u se  
o f  h i s  w i t s  on t h e  j ob  whereas  t h e  r e t a i l  s a l esman r e l i e s  p r i m a r i l y  
on p l ann i ng ,  hard work,  and pe r s uad ing  o t h e r  p e o p l e  on h i s  p o i n t  o f  
view.
These s t u d i e s  i n d i c a t e  t h a t  a s a l e s man ' s  j ob  v a r i e s  w i d e l y  f rom
company t o  company and even w i t h i n  a p a r t i c u l a r  company. Thus i t  i s
not  s u r p r i s i n g  t h a t  t h e r e  has been so l i t t l e  success  in f i n d i n g  con -  
s i s t a n t  p r e d i c t o r s  of  s a l e s  success
S i nce  s a l e s  j obs  vary so wi d e ly ,  i t  seems l i k e l y  t h a t  i n  o r d e r  
t o  f i n d  p e r s o n a l i t y  t r a i t s  o r  o t h e r  a t t r i b u t e s  t h a t  w i l l  p r e d i c t  
s uccess  in a v a r i e t y  of  s a l e s  s i t u a t i o n s  i t  would be n e c e s s a r y  t o  
examine t h o s e  components of  s a l e s  work t h a t  a r e  common a n d / o r  n e c ­
e s s a r y  t o  most s a l e s  j o b s .  I t  may then  be p o s s i b l e  t o  de termine  what 
t r a i t s  or  a t t r i b u t e s  a r e  n eces sa r y  t o  per form t h e s e  f u n c t i o n s .
One f a c t o r  t h a t  i s  c o n s i s t a n t  t o  a l l  s a l e s  j obs  i s  t h a t  they a l l  
i nvo lve  some kind of  s o c i a l  c o n t a c t  w i t h  o t h e r  p e o p l e .  C l e v e l a n d  
(1948) has po i n t ed  out  t h a t  one of  t h e  c o n s e q u e n c e s  o f  t h e  l i m i t e d
s uccess  of  e a r l i e r  work was a s h i f t  away f rom t h e  e a r l i e r  c o n c e r n
wi th  i d e n t i f y i n g  " s a l e s  a b i l i t y "  t o w a r d s  t h e  p r o c e s s  o f  " s a l e s m a n ­
s h i p . "  According t o  Cotham,
. . This  emerging me t hodo l ogy  p u t s  t h e  s a l e s  t r a n s -
s a c t i o n  i n t o  a s o c i a l  b e h a v i o r  c o n t e x t  w i t h  t h e  outcome
h i ng i ng ,  in  p a r t ,  on t h e  cus tomer - sa lesman i n t e r a c t i o n .  The 
s i t u a t i o n a l  envi ronment  ( f i r m ,  p r o d u c t ,  e x p e r i e n c e s ,  a t ­
t i t u d e s ,  p r i o r  r e l a t i o n s h i p s ,  and so  f o u r t h )  s e r v e s  as  a 
frame of  r e f e r e n c e  f o r  t h e  a c t i o n s  o f  bo th  c u s t o m e r  and 
sa lesman (Cotham, 1970,  p. 64) .
I t  i s  q u i t e  p o s s i b l e  t h a t  s o c i a l  i n t e r a c t i o n  i s  t h e  only element 
t h a t  i s  common t o  a l l  s a l e s  j o b s .  Th e r e f o r e ,  i s  seems t h a t  e x a m i n a ­
t i o n  of  t h e  s a l e sman ' s  s o c i a l  behav i o r  would be t h e  most l i k e l y  meth­
od of  f i n d i n g  r e l a t i v e l y  c o n s i s t a n t  p r e d i c t o r s  of  s a l e s  p e r f o r m a n c e .
Evans  (1963)  was t h e  f i r s t  t o  c o n s i d e r  t h e  s o c i a l  n a t u r e  o f  
s a l e s .  He began by s p e c i f i c a l l y  d e f i n i n g  t h e  s e l l i n g  p r o c e s s  as  a 
s o c i a l  s i t u a t i o n .  Evans s t a t e d  t h a t :
The two p a r t i e s  meet  i n  a h i g h l y  s t r u c t u r e d  s i t ­
u a t i o n ,  and t h e  outcome o f  t h e  m e e t i n g  depends  upon t h e  
r e s u l t i n g  i n t e r a c t i o n .  In  t h i s  s e n s e  t h e  " s a l e  i s  a 
s o c i a l  s i t u a t i o n  i n v o l v i n g  two p e r s o n s .  The i n t e r a c t i o n  
o f  t h e  two pe r s on s ,  in  t u r n ,  d e p e n d s  upon t h e  eco n o mi c ,  
s o c i a l ,  p h y s i c a l ,  and p e r s o n a l i t y  c h a r a c t e r i s t i c s  o f  each  
o f  them (Evans,  1963,  p. 76) .
Evans s t u d i e d  l i f e  i ns ur ance  agen t s  and customers  as d y a ds .  He 
found t h a t  t h e  s uc c e s s f u l  dyads were more a l i k e  than  were t h e  u n s u c ­
c e s s f u l  dyads.  He concluded t h a t  t h e  more a l i k e  t h e  s a l e s m a n  and 
h i s  p r o s p e c t  were,  t h e  more p robab l e  was a s a l e .  T h i s  r e l a t i o n s h i p  
between s i m i l a r i t y  and " success"  was t r u e  f o r  p h y s i c a l  c h a r a c t e r i s ­
t i c s  demographic c h a r a c t e r i s t i c s ,  and p e r s o n a l i t y  f a c t o r s .  He a l s o  
noted t h a t  t h e  p e rc e i ve d  s i m i l a r i t y  of  r e l i g i o n  and p o l i t i c s  was much
h i g h e r  and of  g r e a t e r  impor tance  t o  making s a l e s  t h a n  was t h e  t r u e  
s i m i l a r i t y .
Other  i n v e s t i g a t o r s  have a l s o  approached t h e  s a l e s  t r a n s a c t i o n  
as  a s o c i a l  s i t u a t i o n .  Busch and Wilson (1976) s t u d i e d  t h e  e f f e c t s  
o f  d i f f e r e n t  l e v e l s  of  a s a l e s m a n ' s  e xp e r t  and r e f e r e n t  power i n  t h e  
b u y e r - s e l l e r  dyad.  Exper t  power was d e f i n ed  as power " b a s e d  on t h e  
i n f l u e n c e e ' s  p e r c e p t i o n  t h a t  t h e  i n f l u e n c e r  has v a l u a b l e  k n o wl ed g e ,  
i n f o r m a t i o n ,  o r  s k i l l s  i n  a r e l e v a n t  a r e a . "  I n  c o n t r a s t ,  r e f e r e n t  
power was d e f i n e d  as  power  " b a s e d  on t h e  p e r c e i v e d  a t t r a c t i o n  o f  
members in t h e  dyad t o  one ano ther "  (Busch and Wilson,  1976,  p.  4 . ) .  
Re f e r en t  power may come f rom f r i e n d s h i p ,  m o d e l i n g ,  o r  f e e l i n g s  o f  
s ha r ed  i d e n t i t y .  The a u t ho rs  found t h a t  high r e f e r e n t  power salesmen 
(1) were pe r ce i ved  as more t r u s t w o r t h y  by t h e  i n f l u e n c e e ,  and were  
more p e r s u a s i v e  t ha n  low r e f e r e n t  sa lesmen,  (2) had a more f a v o r a b l e  
i n f l u e n c e  on t h e  behav i o r  o f  t h e  i n f l u e n c e e ,  and (3)  e x e r t e d  i n f l u ­
e n c e  a c r o s s  a b r o a d e r  r a n g e  o f  b e h a v i o r  t h a n  d i d  low r e f e r e n t  
sa lesmen.  They concluded t h a t  r e f e r e n t  power was more impor t an t  than 
e x p e r t  power  i n  e s t a b l i s h i n g  a c u s t o m e r ' s  t r u s t  and  t h a t  t h e  
development  of  r e f e r e n t  power would be of  p a r t i c u l a r  impor tance  f o r  a 
salesman s e l l i n g  many d i f f e r e n t  produc t s  or  s e r v i c e s .
R ef e r e n t  power i s  based on p e r c e i v e d  s i m i l a r i t y  a n d / o r  t r u s t .  
These two s t u d i e s  i n d i c a t e  t h a t  t he  a b i l i t y  t o  convince  t h e  c u s t o m e r  
t h a t  he i s  s i m i l a r  t o  t h e  salesman a n d / o r  t h a t  he s h o u l d  t r u s t  him 
may be an impor t an t  s o c i a l  s k i l l  f o r  t h e  salesman t o  pos se s s .
Another  approach t o  s a l e s  as a s o c i a l  s i t u a t i o n  i s  t o  exami ne  
t h e  r e s p e c t i v e  r o l e s  o f  t h e  salesman a n d / o r  t h e  c u s t o m e r .  B e l a s c o
(1966) has t aken  t h i s  approach.  He c la ims  t h a t  s a l e s  j obs  make t h r e e  
t y p e s  o f  demands on t h e  salesman.  These a re  i n t e l l e c t u a l ,  emot iona l ,  
and i n t e r a c t i o n a l  demands. In h i s  d i s c u s s i o n  o f  t h e  i n t e r a c t i o n a l  
demands p l aced  on t h e  sa lesman,  Belasco says :
F i r s t  t h e  job  demands a p e r s o n  w i t h  a wide  r a n g e  o f  
b e hav i o r s  and f l e x i b i l i t y  in a dap t i ng  h i s  b e h a v i o r s ,  . . . 
h i s  r o l e  r e q u i r e s  him t o  a d a p t  t o  a l a r g e  n u mb e r  o f  
d i f f e r i n g  p e r s o n a l i t i e s  w i t h  a wide  r a n g e  o f  p o s s i b l e  
b e ha v i o r s  (Be l a sco ,  1966) ,  p. 8 ) .
W e b s t e r  (1968)  h o l d s  a s i m i l a r  v i e w p o i n t .  He p r e s e n t e d  a 
t h e o r e t i c a l  model o f  s e l l i n g  as  an i n t e r a c t i o n  b e t w e e n  how t h e  
salesman and t h e  p ro s pe c t  p lay t h e i r  r e s p e c t i v e  r o l e s .  He c o n c l u d e d  
t h a t :
The p r o s p e c t ' s  p e r c e p t i o n  of  t he  salesman i s  an i m p o r t a n t  
d e t e r m i n a n t  o f  t h e  s a l e s m a n ' s  e f f e c t i v e n e s s  .
Because of  t h e  impor tance  o f  t h e  p r o s p e c t ' s  b e h a v i o r  i n  
d e t e r mi n i ng  t h e  s uccess  of  t h e  s a l e s  c a l l ,  t h e  s a l e s m a n ' s  
a b i l i t y  t o  i n f e r  t h e  p r o s p e c t ' s  r o l e  e x p e c t a t i o n s  o f  him 
i s  a v i t a l l y  impor t an t  (Webster ,  1968,  p. 12).
Webster  r e f e r s  t o  t h i s  a b i l i t y  t o  de t e r mine  cues  as empathy.
What t h e s e  two a u t h o r s  have  e m p h a s i z e d  i s  t h a t ,  i n  o r d e r  t o  be  
s u c c e s s f u l ,  t h e  salesman must be a b l e  t o  d e t e r m i n e  t h e  a p p r o p r i a t e  
r o l e  based on r e l e v a n t  cues  of  t he  c u s t o m e r ' s  e x p e c t a t i o n s  o f  what i s  
a p p r o p r i a t e  b e h a v i o r .  F u r t h e r m o r e ,  o n c e  he h a s  d e t e r m i n e d  what  
b e h a v i o r  i s  a p p r o p r i a t e ,  t h e  s a l e s m a n  mus t  a d a p t  h i s  b e h a v i o r  
accord i  ngly.
There i s  some suppor t  f o r  t h i s  v i ew.  T o s i  (1968)  s t u d i e d  t h e  
e f f e c t s  of  e x p e c t a t i o n  l e v e l s  and r o l e  c o n s e n s u s  in  w h o l e s a l e  d r u g  
s a l e s m e n  and d r u g g i s t s  d y a d s .  He b e l i e v e d  t h a t  t h e  s a l e s m a n ' s  
a b i l i t y  t o  adapt  h i s  s e l l i n g  behav i o r  t o  t he  c u s t o m e r  s h o u l d  r e s u l t  
i n  a more e f f e c t i v e  s e l l i n g  r e l a t i o n s h i p .  However,  c o n t r a r y  t o  h i s  
p r e d i c t i o n s  and p r i o r  r e s e a r c h  he d i d  no t  f i n d  t h a t  r o l e  c o n s e n s u s  
between buyer  and s e l l e r  was r e l a t e d  t o  h i s  c r i t e r i a  o f  s a l e s m a n ' s  
e f f e c t i v e n e s s .  T o s i  c o n c l u d e d  t h a t  r o l e  c o n s e n s u s  i s  p r o b a b l y  a 
n ece s sa ry  by not  s u f f i c i e n t  c o n d i t i o n  f o r  s a l e s  e f f e c t i v e n e s s .  He 
b e l i e v e s  t h a t  r o l e  concensus  i s  neces sa ry  f o r  t h e  s a l e s  i n t e r a c t i o n  
t o  t a k e  p l a ce  but  t h a t  t h e  a c t ua l  s a l e  depends more on o t h e r  f a c t o r s  
such as p e r c e i v e d  s i m i l a r i t y .
S t r o n g e r  e v i d e n c e  comes f rom R i o r d i n ,  O l i v e r ,  and D a r n e l y ,  
(1977) .  They compared l i f e  i n s u r a n c e  a g e n t s '  " s o l d "  p r o s p e c t s  and 
"unsold"  p r o s p e c t s  on a t t i t u d e s  t o w a r d s  t h e  p r o d u c t  and i t s  u s e ,  
towards  s a l e s p e o p l e  i n  g e n e r a l ,  and a c t ua l  and i de a l  p e r c e p t i o n s  o f  a 
s a l e s m a n ' s  r o l e  c h a r a c t e r i s t i c s .  They found t h a t  so ld  p r o s pe c t s  and 
s a l e s m e n  d i f f e r e d  s i g n i f i c a n t l y  f r o m  u n s o l d  p r o s p e c t s  on a l l  
v a r i a b l e s  and t h a t  t h e  degree  of  r o l e  congruence  was t h e  m a j o r  d i s ­
c r i m i n a t o r  o f  unsold  p r o s p e c t s .  The a u t h o r s  c o n c l u d e d  " t h a t  s a l e s  
succ es s  in  a d y a d i c  e n c o u n t e r  may be a f u n c t i o n  o f  t h e  d e g r e e  t o  
wh i ch  t h e  p r o s p e c t  p e r c e i v e s  t h e  s a l e s p e r s o n  a s  f u l f i l l i n g  h i s  
a t t i t u d i n a l  and b e h a v i o r a l  e x p e c t a t i o n s "  ( R i o r d i n ,  O l i v e r ,  and  
Da rne l y ,  1977,  p. 536) .  R i o r d i n ,  e t .  a l .  sugges t  t h a t :
S a l e s  managers may wi sh  t o  t r a i n  t h e i r  s a l e s p e r s o n s  i n  
v a r i o u s  me t hods  o f  s h a r p e n i n g  i n t e r a c t i v e  p e r c e p t i o n
t h a t  t h e  s e n d i n g  o f  n e g a t i v e  r o l e  c u e s  i s  more r e a d i l y  
d e t e c t e d  . . . (and t h e  r e s u l t s  of  t h e i r  s t u d y  s u g g e s t )
t r a i n i n g  s a l e s p e r s o n s  t o  r e s p o n d  i n  a m a n n e r  m o r e  
a p p r o p r i a t e  t o  t h e  p r o s p e c t ' s  p e r c e p t i o n s  o f  t h e  i d e a l  
s a l e s p e r s o n  as  o p p o s e d  t o  t h e  company o r  i n d u s t r y w i d e  
s t e r e o t y p e ,  and e f f o r t s  t o  i n c r e a s e  p e r c e i v e d  s i m i l a r i t y  
through an improvement in c o m m u n i c a t i o n  s k i l l s  ( R i o r d i n ,  
e t .  a l . ,  1977,  p. 536) .
Although R i o r d i n ' s  s ug g e s t i o n  has m e r i t ,  i t  may be e a s i e r  and more 
e f f i c i e n t  f o r  companies t o  s e l e c t  a p p l i c a n t s  who a l r e a d y  have  such  
s k i l l s .
Other  i n v e s t i g a t o r s  have e x p l o r e d  o t h e r  a t t r i b u t e s  t h a t  would 
improve a s a l e sman ' s  i n t e r a c t i o n a l  s k i l l s .  One o f  t h e s e  a t t r i b u t e s  
i s  t h e  r a t h e r  o l d  c o n c e p t  o f  s o c i a l  i n t e l l i g e n c e .  Hun t  ( 1 9 2 8 )  
d e f i ne d  s o c i a l  i n t e l l i g e n c e  as " th e  a b i l i t y  t o  deal  wi th  pe op l e . "  She 
c l a imed t h a t  people  who have been t e r m e d  s o c i a l l y  i n t e l l i g e n t  show 
k een  i n s i g h t  i n t o  p r o b l e m s  o f  human r e l a t i o n s h i p s  a nd  p o s s e s s  
s u p e r i o r  judgement  in d e t e r m i n i ng  t h e i r  s o l u t i o n s .
Hunt no te s  t h a t  s o c i a l  i n t e l l i g e n c e  i n c l u d e s  a s e n s i t i v i t y  t o  
s o c i a l  cues .  She s t a t e s  t h a t ;
People  f i n d  i t  more d i f f i c u l t  t o  de t e rmine  t he  Mental 
S t a t e  o f  a P e r s o n  f rom h i s  words  t h a n  f rom h i s  f a c i a l  
e x p r e s s i o n .  In g e n e r a l ,  t h o s e  who a r e  most  a d e p t  a t  
r e c o g n i t i o n  of emot ional  s t a t e s  from t h e  f a c e  a re  adept  at  
r e c o g n i z i n g  them a l s o  from t h e  word.  In a c t u a l  l i f e  we 
most o f t e n  f ind  t h e  two combined wi th  an a d d i t i o n  o f  t o n e
of  vo i ce  and b o d i l y  movement; but  n e v e r t h e l e s s ,  t h e  two a re  
q u i t e  s e p a r a t e  f a c t o r s  (Hunt ,  1928,  p. 322) .
S t an t on  and Buski rk  (1964) d e f i n e  s o c i a l  i n t e l l i g e n c e  as  " t h e  
f a c i l i t y  f o r  r e c o g n i z i n g  and a p p l y i n g  p s y c h o l o g i c a l  p r i n c i p l e s  
d e a l i n g  w i t h  human r e l a t i o n s h i p s . "  T h e y  c l a i m  t h a t  s o c i a l  
i n t e l l i g e n c e  i s  more impor t an t  t o  t h e  salesman t h a n  e i t h e r  a b s t r a c t  
o r  mechanical  i n t e l l i g e n c e .  They b e l i e v e  t h a t :
The  s a l e s m a n  must  p o s s e s s  a f a r  g r e a t e r  d e g r e e  o f  
t a c t ,  d ip lomacy,  and s o c i a l  p o i s e  t h a n  o t h e r  emp l o y e es  on 
h i s  same l e v e l  i n  t h e  o r g a n i z a t i o n .  Many s a l e s  j o b s  
r e q u i r e  t h e  man t o  e n t e r t a i n  and o t h e r w i s e  mix s o c i a l l y  
w i t h  h i s  c u s t o m e r s  who a r e  f r e q u e n t l y  p e o p l e  o f  
c o n s i d e r a b l e  s t a t u s  i n  t h e  c o m m u n i t y .  Ev e n  i n  a c t u a l  
d a y - t o - d ay  s e l l i n g  t h e  s a l e s p e r s o n  must c o n s t a n t l y  d i s p l a y  
c o n s i d e r a b l e  s o c i a l  i n t e l l i g e n c e  in h a n d l i n g  b a l k y  b u y e r s  
(S t an t on  and B us k i r k ,  p. 2 6 1 . ) .
There  i s  some e m p i r i c a l  s u p p o r t  f o r  t h e  i m p o r t a n c e  o f  s o c i a l  
i n t e l l i g e n c e  t o  e f f e c t i v e  s a l e s  p e r f o r m a n c e .  Hunt  (1 928)  r e p o r t e d  
t h a t  salesmen scor e  r e l a t i v e l y  high on t e s t s  of  s oc i a l  i n t e l l i g e n c e .  
Har re l  (1960) conducted a s tudy t o  examine t h e  r e l a t i o n s h i p  be tween  
t h e  t e s t  s c o r e s  o f  21 p e t r o l e u m  s a l e s m e n  and m e a s u r e s  o f  t h e i r  
p e r f o r m a n c e .  The m e a s u r e s  o f  p e r f o r m a n c e  used  q u o t a  p r o d u c t i o n  
r e c o r d s ,  a company a p p r a i s a l  f o r m ,  and s c o r e s  on a f i e l d  r e v i e w  
a p p r a i s a l  i n t e r v i e w .  He found t h a t  " t a c t  and diplomacy" d i f f e r e n t i ­
a t e d  high and low sa lesmen c l a s s i f i e d  as  such  on t h e  b a s i s  o f  t h e  
f i e l d  i n t e r v i e w .  " S e n s e  o f  humor" d i f f e r e n t i a t e d  f o r  t h e  f i e l d
i n t e r v i e w  b u t  no t  f o r  q u o t a  o r  company a p p r a i s a l .  An i m p o r t a n t  
f i n d i n g  f o r  t h i s  s t u d y  i s  t h a t  a l t h o g h  q u o t a  p r o d u c t i o n  was more 
p r e d i c t a b l e  t ha n  e i t h e r  o f  t h e  o t h e r  two c r i t e r i a ,  s a l e s m e n  r a t e d  
h i g h e r  on t h e  company a p p r a i s a l  we re  no t  s i g n i f i c a n t l y  h i g h e r  i n  
t h e i r  s a l e s .  Apparen t ly  s o c i a l  i n t e l l i g e n c e  i s  impor tan t  t o  s u c c e s s  
f o r  a t  l e a s t  some jobs  and may be impor tan t  in  m a i n t a i n i n g  a s a t i s ­
f a c t o r y  r e l a t i o n s h i p  wi th o n e ' s  employer .
Empathy i s  a no t he r  a t t r i b u t e  t h a t  i s  c o n s i d e r e d  t o  be a s a l e s ­
man' s  i n t e r p e r s o n a l  behav i o r .  Empathy is  " t he  imag i na t i ve  t r a n s p o s ­
ing of  o n e s e l f  i n t o  t he  t h i n k i n g ,  f e e l i n g ,  and a c t i n g  of  a n o t h e r  and 
so  s t r u c t u r i n g  t h e  w o r l d  as  he d oes"  (Dymond,  1 9 4 0 ,  p .  1 2 7 . ) .
T o b o l s k i  and K e r r  (1 9 5 2 )  s t u d i e d  t h e  r e l a t i o n s h i p  b e t w e e n  
empathy and per formance of  au tomobi l e  s a l e s m e n .  They a d m i n i s t e r e d  
t h e  K e r r - S p e r o f f  Empathy t e s t  t o  11 new-car  salesmen and 21 u s e d - c a r  
salesmen i n  two companies.  They found t h a t  t h e  t e s t  c o r r e l a t e d  w i t h  
both s a l e s  r eco r ds  and r a n k i n g s  by m a na ge r s  f o r  a l l  s a l e s m e n  com­
bined .  Empathy was found t o  be a more e f f i c i e n t  p r e d i c t o r  o f  r a n k ­
ings  ( r  = .71)  t ha n  of  s a l e s  r ecords  ( r  = . 4 4 ) .  However ,  t h e  t e s t
d id  no t  a c c u r a t e l y  p r e d i c t  e i t h e r  me as u r e  f o r  u s e d - c a r  s a l e s m e n  
a l one .
In  a s e r i e s  of  s t u d i e s ,  Greenberg and Mayer (1964) found empathy
and ego d r i v e  t o  be an a c c u r a t e  p r e d i c t o r  o f  s u c c e s s f u l  s e l l i n g  i n
t h r e e  d i f f e r e n t  i n d u s t r i e s .  They used  a c o m p o s i t e  b a t t e r y  d e r i v e d  
from s e v e r a l  p e r s o n a l i t y  t e s t s  t o  measure t h e  empathy  and ego d r i v e  
o f  s a l e s m e n  i n  t h e  l i f e  i n s u r a n c e ,  mu t ua l  f u n d ,  and a u t o m o b i l e  
i n d u s t r i e s .  These s co r es  were c o r r e l a t e d  wi th  gross  ave r age  month ly
s a l e s  and a v e r a g e  g r o s s  p r o f i t  p e r  s a l e .  Th e y  f o u n d  h i g h l y  
s i g n i f i c a n t  c o r r e l a t i o n s  f o r  a l l  t h r e e  i n d u s t r i e s ,  i . e . ,  . 7 2 ,  . 7 3 ,  
and . 6 9  r e s p e c t i v e l y .  F u r t h e r  p r e d i c t i v e  s t u d i e s  i n  a l l  t h r e e  
i n d u s t r i e s  showed t h a t  t h e  t e s t  s co r e s  a c c u r a t e l y  p r e d i c t e d  b o t h  t h e  
a c t u a l  s a l e s  per formance and t h e  dropout  r a t e  of  t h e  salesmen.  Drop­
out  r a t e  and s a l e s  per formance were a l s o  a c c u r a t e l y  p r e d i c t e d  i n  a 
f i n a l  p r e d i c t i v e  s tudy of  t h e  au tomobi le  i n d u s t r y  where t h e  da t a  were 
c o n t r o l l e d  by an o b j e c t i v e  p a r t y .
These s t u d i e s  a re  impor t an t  in t h a t ,  u n l i k e  p r e v i o u s  r e s e a r c h ,  
t h e  i n v e s t i g a t o r s  f o u n d  a v a r i a b l e  t h a t  a c c u r a t e l y  and s i m i l a r l y  
p r e d i c t e d  s a l e s  pe r formance  a c r o s s  s a l e s  s i t u a t i o n s .  The a u t h o r s  
concluded t h a t  t h e r e  a r e  "what might  be termed b a s i c  s a l e s  d y n a mi c s ,  
which pe rmi t  an i n d i v i d u a l  t o  s e l l  s u c c e s s f u l l y ,  r e g a r d l e s s  o f  what  
he i s  s e l l i n g .  . . (and t h a t )  s a l e s  a b i l i t y  i s  f u n d a m e n t a l  no t  t h e  
p roduc t  being so ld"  (Greenberg and Mayer,  1964,  p. 122) .  The success  
o f  t h e s e  a u t ho r s  in p r e d i c t i n g  s a l e s  p e r f o r m a n c e  i n  d i v e r s e  s i t u ­
a t i o n s  may be because  t h e  p r e d i c t o r  used was r e l e v a n t  t o  a sa l e sman ' s  
s o c i a l  s k i l l s .
In a s e p a r a t e  but  s i m i l a r  a r t i c l e ,  t he  a u t h o r s  a g a i n  e mp h a s i z e  
t h e  impor tance  of  empathy t o  t h e  s a l e s m a n .  They b e l i e v e  t h a t  t h e  
salesman wi th  good empathy
. . . s enses  t h e  r e a c t i o n s  of  h i s  c u s t o m er  and i s  a b l e  t o  
a d j u s t  t o  t h e s e  r e a c t i o n s .  He i s  no t  s i m p l y  bound by a 
p repa red  s a l e s  t r a c k ,  bu t  he f u n c t i o n s  in t erms of  t h e  r ea l  
i n t e r a c t i o n  between h i ms e l f  and t he  customer .  Sens ing  what 
t h e  customer  i s  f e e l i n g ,  he i s  ab l e  t o  change p ace ,  d o u b l e
back on h i s  t r a c k ,  and make whatever  c r e a t i v e  m o d i f i c a t i o n s  
might  be necessa ry  t o  home i n  on t he  t a r g e t  and c l o s e  t h e  
s a l e  (Mayer and Greenberg ,  1964,  p. 120) .
These a u t ho r s  have p r o v i d e d  s t r o n g  e v i d e n c e  f o r  t h e  i m p o r t a n c e  o f  
empat hy  t o  s u c c e s s f u l  s a l e s  p e r f o r m a n c e .  A p p a r e n t l y  e m p a t h y  
i n c r e a s e s  t h e  s a l e s m a n ' s  s e n s i t i v i t y  t o  i n t e r p e r s o n a l  cues .  However, 
by s t r e s s i n g  t h e  impor tance  of  empathy they may have u n d e re mp h as i z e d  
an impor t an t  p o i n t .  As t h e  p re v i ous  q u o t a t i o n  i m p l i e s ,  empa t hy  by 
i t s e l f  i s  not  enough.  What i s  i mp or t an t ,  and what t h e  p o s s e s s i o n  o f  
empathic  a b i l i t y  f a c i l i t a t e s ,  i s  t h e  changing of  o n e ' s  s a l e s  p r e s e n ­
t a t i o n  i n  o r d e r  t o  a d j u s t  t o  t h e  r e a c t i o n s  of  t he  cus tomer .  A s a l e s ­
man could  have good empathic  a b i l i t y  which would a l l o w  him t o  know 
when h i s  approach i s  i n e f f e c t i v e .  However ,  i f  he i s  u n a b l e  o r  u n ­
w i l l i n g  t o  change h i s  behav i our  a c c o r d i n g l y ,  empathic a b i l i t y  may not 
he lp  him.
Some evidence  f o r  t h i s  comes from Lamont and L u n ds t ro m (1 9 7 7 ) .  
These au t ho r s  conducted a s tudy t o  examine t h e  v a l u e  o f  p e r s o n a l i t y  
t r a i t s  and pe r sonal  c h a r a c t e r i s t i c s  f o r  p r e d i c t i n g  success  as i n d u s t ­
r i a l  salesmen.  They s t u d i e d  71 i n d u s t r i a l  salesmen p e r fo r m i n g  s e l l ­
i ng a c t i v i t i e s  i n v o lv in g  emphasis  on t e c h n i c a l  knowledge and c r e a t i v e  
s e l l i n g  a b i l i t y .  The c r i t e r i a  used were manager ia l  r ank i ngs  and o b ­
j e c t i v e  measures  s uc h  as  s a l e s  v a l u e ,  q u o t a ,  and number o f  c a l l s  
made. They found t h a t ;  (1) p e r s o n a l i t y  v a r i a b l e s  are  more e f f i c i e n t  
p r e d i c t o r s  of  manager i a l  rank ings  w h e r ea s  o b j e c t i v e  c r i t e r i o n  mea­
s u r e s  were b e t t e r  p r e d i c t e d  by p e r s o n a l  c h a r a c t e r i s t i c s ,  and (2)  
sa lesmen c l a s s i f i e d  as s uc c e s s f u l  on t h e  b a s i s  of  manager ia l  r ankings
scor e  high on s c a l e s  of  endurance  and low on s c a l e s  o f  empat hy  and 
ego s t r e n g t h .
With r e f e r e n c e  t o  t h e  l a t t e r  f i n d i n g ,  Lamont and Lundstrom o f f e r  
two p o s s i b l e  e x p l a n a t i o n s :  ( 1 )  The t r a i t s  may be u n d e s i r a b l e  f o r
t h i s  t ype  of  s a l e s  j ob  because  of  i t s  t e c h n i c a l  n a t u r e  and t h e  d e ­
manding number of  s a l e s  c a l l s  r e q u i r e d .  (2)  T h e re  may be an i n t e r ­
a c t i o n  between t h e  p e r s o n a l i t y  t r a i t s  o f  t h e  s a l e s m a n  and t h o s e  o f  
t h e  r a t e r  s i n c e  salesmen w i t h  h i gh  l e v e l s  o f  t h e s e  t r a i t s  a r e  not  
h i g h l y  r a t e d  by t h e i r  managers .  Another  e x p l an a t i o n  i s  t h a t  empathy  
a lone  i s  not  s u f f i c i e n t  f o r  s a l e s  success .
One f i n a l  a b i l i t y  seems n e c e s s a r y  f o r  a s a l e s m a n  t o  f u n c t i o n  
e f f e c t i v e l y  i n . s o c i a l  s i t u a t i o n s .  Thi s  i s  f l e x i b i l i t y .  As p r e v i ­
ous ly  c i t e d ,  Mayer and Greenberg (1964) and Belasco (1966) have noted 
t he  impor tance  of  a d a p t i n g  o n e ' s  b e h a v i o r  t o  t h e  r e s p o n s e s  o f  t h e  
p r o s p e c t .  M i l l e r  (1964) i s  in agreement  w i t h  t h e s e  a u t h o r s  on t h e  
impor tance  o f  f l e x i b i l i t y .  In a d e s c r i p t i v e  s tudy of  t h e  behav io r  of  
au tomobi le  salesmen he found t h a t :
The salesman a t t emp t s  t o  develop an u n d e r s t a n d i n g  o f  
t h e  a t t i t u d e s  and t h e  f e e l i n g s  of  t h e  p a r t i c u l a r  c u s t o m e r ,  
an u n d e r s t an d i ng  from which he can evolve  h y p o t h e s i s  a b o u t  
cus tomer  r e a c t i o n s  t o  t h e  s a l e s  " p i t c h "  and which  a l l o w s  
him t o  modify h i s  s a l e s  behav i o r  t o  i n c r e a s e  h i s  co n t r o l  o f  
t h e  s i t u a t i o n  and t h e  chances  of  a f a v o r a b l e  outcome.  The 
a t t i t u d e s  o f  t h e  cus tomer  c o n s t i t u t e  a s t i m u l u s ,  t h e  unde r ­
s t a n d i n g  of  which and ad jus t ment  t o  n e c e s s i t a t e  r o l e  t a k i n g  
( M i l l e r ,  1964,  p. 18) .
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In summary, p re v i ous  l i t e r a t u r e  has i n d i c a t e d  t h a t  t h e  fo l l owi ng  
a b i l i t i e s  a r e  impor t an t  t o  a s a l e s m a n ' s  e f f e c t i v e n e s s ;  (1) e f f e c t i v e  
communicat ion s k i l l s ,  (2)  t h e  a b i l i t y  t o  c r e a t e  a pe r ce i ved  s i m i l a r i ­
t y  a nd / o r  t r u s t  between t h e  salesman and t h e  p r o s p e c t ,  (3) t h e  a b i l i ­
t y  t o  a c c u r a t e l y  sense  and i n t e r p r e t  t h e  p r o s pe c t s  a f f e c t i v e  or a t t i -  
t u d i n a l  r e sponses  towards  t h e  sa l esman a n d / o r  t h e  p r o d u c t ,  and (4)  
t h e  a b i l i t y  t o  adapt  o n e s e l f  a p p r o p r i a t e l y  t o  a v a r i e t y  of  s i t u a t i o n s  
and p ro s pe c t  r e s ponses .
S i nce  t h e s e  a b i l i t i e s  a re  impor t an t  t o  s a l e s  e f f e c t i v e n e s s ,  i t  
seems r e a so na b l e  t o  expec t  t h a t  t h o s e  persons  who a r e  h i gh  i n  t h e s e  
a b i l i t i e s  would per form b e t t e r  as salesmen t h a n  would t h o s e  p e r s o n s  
who a r e  low or  l a ck i ng  in  t h e s e  a b i l i t i e s .  A l t e r n a t i v e l y ,  i t  seems 
r e a s o n a b l e  t h a t  good salesmen would be h i g h e r  i n  t h e s e  a b i l i t i e s  than  
would poor  salesmen.  The q u e s t i o n  now a r i s e s  as t o  whether  t h e r e  are  
peop le  who have t h e s e  a b i l i t i e s ,  and i f  s o ,  c an  t h e y  be t e s t e d  f o r  
them? According t o  Mark Snyder ,  t he  answer i s  "yes . "
S n y d e r  (1974)  h a s  d e v e l o p e d  a s c a l e  t o  m e a s u r e  t h e  s o c i a l  
p sy ch o l o g i ca l  c o n s t r u c t  he has termed s e l f - m o n i t o r i n g  o f  e x p r e s s i v e  
be hav i o r  and s e l f - p r e s e n t a t i o n  (SM).  A c c o r d i n g  t o  S n y d e r ,  SM i s  
s e l f - o b s e r v a t i o n  and s e l f - c o n t r o l  g u i d e d  by s i t u a t i o n a l  c u e s  t o  
s o c i a l  a p p r o p r i a t e n e s s .  He b e l i e v e s  t h a t  t h e  goa l s  of  SM may be:
(a)  t o  communicate a c c u r a t e l y  o n e ' s  t r u e  emot ional  s t a t e  by 
means o f  an i n t e n s i f i e d  e x p r e s s i v e  p r e s e n t a t i o n ;  (b)  t o  
communicate a c c u r a t e l y  an a r b i t r a r y  e m o t i o n a l  s t a t e  which 
need not  be congruent  wi th a c t ua l  emot ional  exp e r i en c e ;  (c) 
t o  conceal  a d a p t i v e l y  an i n a p p r o p r i a t e  emot ional  s t a t e  and
appear  un r e spons i ve  and u ne xp r es s i ve ;  (d) t o  conceal  a d a p t ­
i v e l y  an i n a p p r o p r i a t e  emot ional  s t a t e  and appear  t o  be ex­
p e r i e n c i n g  an a p p r o p r i a t e  one;  (e)  t o  a p p e a r  t o  be e x p e r ­
i e n c i n g  some e m ot i o n  when one e x p e r i e n c e s  n o t h i n g  and a 
nonresponse  i s  i n a p p r o p r i a t e  (Snyder ,  1974,  p. 527) .
Snyder  c l a ims  t h a t  t h e  s e l f - m o n i t o r i n g  i n d i v i d u a l  i s  one who i s  
concerned about  s o c i a l  a p p r o p r i a t e n e s s  and c o n s e q u e n t l y  i s  p a r t i c u ­
l a r l y  s e n s i t i v e  t o  t h e  e x p r e s s i o n  and s e l f - p r e s e n t a t i o n  of  o t h e r s  in  
s o c i a l  s i t u a t i o n s .  Moreover ,  he u s es  t h e s e  c u e s  as  g u i d e l i n e s  f o r  
mon i t o r ing  h i s  own s e l f - p r e s e n t a t i o n .  Whereas  t h e  b e h a v i o r  o f  t h e  
n o n - s e l f - m o n i t o r  i s  p r e s u m a b l y  c o n s i s t a n t  a c r o s s  s i t u a t i o n s ,  t h e  
b ehav i o r  of  t h e  s e l f - m o n i t o r  e x h i b i t s  c r os s  s i t u a t i o n a l  v a r i a b i l i t y  
and l a r g e l y  depends upon cues  e mi t t e d  by o t h e r  people .
The d e s c r i p t i o n  of  t h e  s e l f - m o n i t o r i n g  i n d i v i d u a l  i n d i c a t e s  t h a t  
he o r  she can (1) a c c u r a t e l y  conmunicate  e x p re s s i ve  b e h a v i o r  such  as 
f e e l i n g s  of  f r i e n d s h i p  or  t r u s t ,  (2) can a c c u r a t e l y  sense  and i n t e r ­
p r e t  t h e - a f f e c t i v e  r e s pons es  of  o t h e r s ,  and (3) can adapt  h i s  o r  h e r  
b ehav i o r  a p p r o p r i a t e l y  t o  a v a r i e t y  of  s i t u a t i o n s .  S i n c e  t h e  s e l f ­
moni t o r i ng  i n d i v i d u a l  has  t h e s e  a b i l i t i e s ,  he o r  she  s h o u l d ,  i f  so 
d e s i r e d ,  be a b l e  t o  c r e a t e  a pe r ce i ved  s i m i l a r i t y  between h i mse l f  and 
a n o t h e r  p e r s o n  by r e s p o n d i n g  a p p r o p r i a t e l y  t o  t h e  r e l e v a n t  cues  
e mi t t e d  by t h a t  person.  In o t h e r  words ,  t h e  s e l f - m o n i t o r i n g  i n d i ­
v idua l  p o s se ss es  t h o s e  a b i l i t i e s  s i m i l a r  t o  or  t h e  same a b i l i t i e s  as 
t h o s e  t h a t  a r e  impor t an t  t o  a s a l e s man ' s  e f f e c t i v e n e s s .  T h e r e f o r e ,  
high s e l f - m o n i t o r i n g  i n d i v i d u a l s  should make good salesmen.
I t  seems as though SM should be p o s i t i v e l y  r e l a t e d  t o  p e r f o r m ­
ance in  most s a l e s  p o s i t i o n s .  However, as d i s c u s s e d  e a r l i e r ,  s a l e s  
j obs  vary wide ly  and t h e  r e q u i s i t e  a b i l i t i e s  t o  p e r f o r m  them va r y  
a c c o r d i n g l y .  I t  i s  t h e r e f o r e  p robab le  t h a t  t h e  r e l a t i o n s h i p  be t ween  
SM and s a l e s  per formance wi l l  a l s o  vary a c c or d i ng l y .
The most obvious manner in which s a l e s  j obs  d i f f e r  i s  i n  r e f e r ­
ence t o  t h e  produc t s  or  s e r v i c e s  s o l d .  I t  would  seem t h a t  d i f f e r ­
ences  in  product  a t t r i b u t e s  would be t he  most l i k e l y  f a c t o r  t o  i n f l u ­
ence t h e  r e l a t i o n s h i p  between SM and measures of  s a l e s  performance.
Thi s  i s  p a r t i c u l a r l y  t r u e  f o r  t h e  d i f f e r e n c e s  be twee n  t h e  s e l ­
l i n g  of  phys i ca l  p roduc t s  ( g o o d s )  and  t h e  s e l l i n g  o f  s e r v i c e s .  A 
phys i ca l  product  can be de f ined  as "an o b j e c t  wi th an economic v a l u e  
a t t a c h e d  t o  i t s  q u a l i t y "  whereas  a s e r v i c e  can be de f i n ed  as  a " s o c ­
i a l  i n t e r a c t i o n  wi th an economic va lue  a t t a c h e d  t o  i t s  p e r f o r m a n c e "  
(Robinson and S t i d s e n ,  1967,  p. 107) .
P r ev i ous  a u t ho r s  have emphasized t he  d i f f e r e n c e s  between s e l l i n g  
goods and s e l l i n g  s e r v i c e s .  C an f i e l d  has p o i n t e d  out  t h a t  a customer 
should  be t h e  s o r t  t h a t  a salesman can d e a l  w i t h  a g r e e a b l y  b e c a u s e  
s i m i l a r i t y  of  i n t e r e s t s ,  age,  e t c .  he lp t o  c r e a t e  mutual u n d e r s t a n d ­
ing and c on f i dence  between a salesman and a cus tomer .  He s t a t e s  t h a t  
" t h i s  i s  p a r t i c u l a r l y  t r u e  in t h e  s a l e  of i n t a n g i b l e s  or  s p e c i a l t i e s  
where t h e  conf idence  of  t h e  cus tomer  in t h e  salesman i s  an e s s e n t i a l  
f a c t o r  in t h e  t r a n s a c t i o n "  ( Ca nf i e ld ,  1950,  p. 77).
Haas has d i s cu s s ed  t h e  d i f f e r e n c e s  in t h e  s p e c i a l t y  s e l l i n g  o f  
t a n g i b l e s  (goods)  and t h e  s p e c i a l t y  s e l l i n g  o f  i n t a n g i b l e s  (which  
i n c l u d e s  s e r v i c e s ) .  Haas d e f i n e s  a s p e c i a l t y  as "any a r t i c l e  of r e l ­
a t i v e l y  high p r i c e ,  o f  f a i r l y  d u r a b l e  n a t u r e ,  n o n c o ns um a b l e  in  u s e ,
i r r e g u l a r  in  t ime of  pu rchase ,  and,  in p r a c t i c a l l y  every case  c a l l i n g  
f o r  t h e  e x e r c i s e  of  pe r sona l  s e l e c t i o n  upon t h e  p a r t  o f  t h e  b uy e r "  
(Haas ,  1967 ,  p. 3 4 ) .  He c l a i m s  t h a t  s p e c i a l t y  s e l l i n g  r e q u i r e s  
c o n s i d e r a b l e  c r e a t i v i t y  and p r e s e n t s  many c h a l l e n g e s .  F u r t h e r m o r e ,  
he a rgues  t h a t  t h i s  i s  p a r t i c u l a r l y  t r u e  f o r  t h e  s a l e  of  i n t a n g i b l e s .  
He s t a t e s :
When a p r o s p e c t i v e  cus tomer  can t o u c h ,  s m e l l ,  t a s t e ,  
o r  t e s t  t h e  a r t i c l e  he c o n t e m p l a t e s  b u y i n g ,  t h e r e  i s  a 
g r e a t e r  p o s s i b i l i t y  of  t he  c u s t o m e r  i m a g i n i n g  h i m s e l f  as  
t h e  owner and,  o f  cou r s e ,  pu rchas ing  t h e  i tem.
In c o n t r a s t  t o  t h i s  t y p e  o f  s e l l i n g ,  t h e r e  a r e  many 
problems t h a t  c o n f r o n t  a salesman who s e l l s  i n t a n g i b l e s .  .
. . I ma gi na t i ve  s e l l i n g .  . . i s  r e q u i r e d  t o  p a i n t  a p i c ­
t u r e  t h a t  w i l l  c l e a r l y  p o r t r a y  t o  t he  p r o s p e c t  what  he i s  
buying (Haas,  1962,  p. 37.
Haas c on t i nu e s  by saying  t h a t  t h i s  s i t u a t i o n  i s  e x p e c i a l l y  t r u e  
i n  s e l l i n g  l i f e  i n s u ra n ce  and t h a t  t h e  i n s u r a n c e  s a l e s m a n  must  make 
i n t a n g i b l e  va lues  appear  so r ea l  t h a t  t h e  p r os pec t  wi l l  want  t o  p u r ­
chase  l i f e  i n s u r an ce .
Product  a t t r i b u t e s  c an  a l s o  be i m p o r t a n t  f a c t o r s  t o  t h e  s a l e  
w i t h i n  t h e  c a t a g o r i e s  of  goods o r  s e r v i c e s .  A c c o r d i n g  t o  C a n f i e l d ,  
. . . S ince  n e c e s s i t i e s ,  normal ly  low in p r i c e ,  a r e  s u b j e c t  
t o  keen c o m p e t i t i o n ,  p r i c e  i s  u s u a l l y  a ma j o r  f a c t o r  in  
s e l l i n g  them. In s e l l i n g  l u x u r i e s ,  on t h e  o t h e r  hand ,  a 
sa lesman u s u a l l y  s u b o r d i n a t e s  p r i c e  and emphas izes  q u a l i t y  
and s e r v i c e  ( C a n f i e l d ,  1950,  p. 159) .
There  i s  some ev idence  t h a t ,  f o r  goods,  p r o d u c t  a t t r i b u t e s  a r e  
more i m p o r t a n t  t h a n  t h e  s a l e s m a n ' s  b e h a v i o r .  O l s h a n s k y  ( 1 9 7 3 )  
a n a l y z e d  t h e  i n t e r a c t i o n s  be twee n  a p p l i a n c e  s a l e s m e n  a nd  t h e i r  
cus tomers .  An a n a l y s i s  of  unsuccess fu l  t r a n s a c t i o n s  (no s a l e  made) 
r e v e a l e d  t h a t ,  i n  most c a s e s ,  t h e  p r i m a r y  r e a s o n  f o r  an u n s u c c e s s ­
f u l  s a l e  was not  an e r r o r  in  t h e  s a l e s m a n ' s  s t r a t e g y .  The p r i m a r y  
reason  f o r  unsuccess f u l  s a l e s  was t h a t  t h e  s t o r e  d i d  no t  have  t h e  
p a r t i c u l a r  model ,  b r and ,  o r  s p e c i f i c  product  a t t r i b u t e s  d e s i r e d .
C a n f i e l d ,  H a a s ,  and O l s h a n s k y  have  i n d i c a t e d  t h a t  i n  t h o s e  
s i t u a t i o n s  where produc t  a t t r i b u t e s  a re  r e l a t i v e l y  u n i m p o r t a n t ,  t h e  
b e hav i o r  of  t h e  salesman de t e rmines  whether  or  not  a s a l e  i s  made. On 
t h e  o t h e r  hand,  in  t h o s e  s i t u a t i o n s  where t h e  s a l e  l a r g e l y  depends on 
t h e  produc t  a t t r i b u t e s ,  t h e  behav io r  o f  t h e  s a l e s m a n  i s  r e l a t i v e l y  
u n i m p o r t a n t .  T h i s  t h e o r y  can e x p l a i n  some o f  t h e  p r e v i o u s l y  
d i s c u s s e d  c o n t r a d i c t i o n s  in salesman s e l e c t i o n  r e s e a r c h  t h a t  a t t e m p t ­
ed t o  r e l a t e  s a l e s man ' s  behav io r  t o  s a l e s  performance.
Tosi  (1968) found t h a t  r o l e  c o n s e n s u s  was no t  r e l a t e d  t o  h i s  
s u b j e c t ' s  e f f e c t i v e n e s s  as salesmen.  His  s u b j e c t s  were  s e l l i n g  t o  
d r u g g i s t s .  D r u g g i s t s  a r e  s o p h i s t i c a t e d  b u y e r s  and a r e  e x t r e m e l y  
concerned wi th  t h e  p r o p e r t i e s  of  t h e  drugs .  I t  i s  r e a s o n a b l e  t o  b e ­
l i e v e  t h a t  t h e  s a l e  would be more dependent  upon t h e  q u a l i t y  o r  t h e  
e f f e c t i v e n e s s  of  t h e  drugs r a t h e r  t han  on t h e  behav ior  of  t h e  s a l e s ­
man. On t h e  o t h e r  hand,  R i o rd i n ,  e t .  a l .  (1977) s t u d i e d  l i f e  i n s u r ­
ance salesman and found t h a t  r o l e  consensus  was r e l a t e d  t o  p e r f o r m ­
ance.  T h e i r  cus tomers  could not see or  f e e l  t h e  product  and ,  c o n s e ­
q u e n t l y ,  t h e  s a l e  probably  depended l a r g e l y  upon t h e  d e g r e e  o f  p e r ­
ce ived  s i m i l a r i t y ,  c o n f i d e n c e ,  and t r u s t  t h e  c u s t o m e r s  had in  t h e  
salesman.
Tobolski and Kerr (1952) found t h a t  measures  o f  empathy  a c c u r ­
a t e l y  p r e d i c t e d  t h e  performance of new-car salesmen but no t  o f  u s e d -  
c a r  salesmen. This  can be ex p la in ed  in  terms of  t h e  d i f f e r e n c e s  b e ­
tween new and u s e d  c a r s .  A p e r s o n  b u y in g  a new c a r  i s  b u y in g  a 
s p e c i a l t y  o r  luxury i tem. He has a wide range  o f  m ode ls  and p r i c e s  
from which t o  choose .  The s a l e  i s  p robab ly  more d e p e n d e n t  upon t h e  
s a le m a n 's  a b i l i t y  t o  de te rm ine  which a t t r i b u t e s  a re  most im por tan t  t o  
t h e  buyer.  In a d d i t i o n ,  new c a r s  u s u a l l y  come w i t h  a w a r r a n t y  a n d , 
t h e r e f o r e ,  t h e  q u a l i t y  o f  s e r v i c e  becomes im p o r tan t .  As compared  t o  
a new c a r  buyer ,  a used c a r  buyer i s  p robably  l o o k i n g  f o r  a d i f f e r ­
e n t  s e t  of p r o d u c t  a t t r i b u t e s .  He w i l l  g e n e r a l l y  have  a s m a l l e r  
s e l e c t i o n  t o  c h o o s e  f rom  and s e r v i c e  q u a l i t y  i s  n o t  a s  i m p o r t a n t  
s i n c e  most used c a r s  have a l i m i t e d  w ar ran ty  or  no w ar ran ty  a t  a l l .  A 
u s e d - c a r  buyer i s  p robab ly  v e r y  c o n c e r n e d  w i t h  p r i c e .  I f  he were  
n o t ,  he would be buying a new c a r .  S ince  he has a s m a l l e r  s e l e c t i o n  
and i s  concerned w i th  p r i c e ,  t h e  s a l e  i s  p robably  dependent  upon whe­
t h e r  or  not t h e  d e a l e r  has a c a r  w i th  t h e  f e a t u r e s  he w an ts  and in  
t h e  p r i c e  range he can a f f o r d .
Lamont and Lundstrom (1977) found t h a t  i n d u s t r i a l  salesmen t e n d ­
ed t o  s c o r e  low on m e a s u r e s  o f  empathy  and ego s t r e n g t h  w h e rea s  
Greenberg  and Mayer (1964) found t h a t  s i m i l a r  measures were p o s i t i v e ­
ly  r e l a t e d  t o  s a l e s  performance in  t h r e e  d i f f e r e n t  i n d u s t r i e s .  Again 
t h e  c o n t r a d i c t i o n  can be e x p la in ed  in  terms of  whether  or not product 
a t t r i b u t e s  were an im p o r t a n t  d e t e r m i n a n t  o f  t h e  s a l e .  Lamont and
Lunds trom 's  s u b j e c t s  were salesmen invo lved  in  s e l l i n g  h ig h ly  t e c h n i ­
ca l  p r o d u c t s ,  and t h e  buyers  were p r o b a b l y  p r i m a r i l y  i n t e r e s t e d  in  
t h e  n a tu re  o f  t h e  p ro d u c t s  t h e m s e l v e s .  C o n v e r s e l y ,  G r e e n b e r g  and 
Mayer used salesmen t h a t  o p e ra ted  in  m a r k e t s  w here  p a r t i c u l a r  p r o ­
duce a t t r i b u t e s  a r e  r e l a t i v e l y  u n i m p o r t a n t .  L i f e  i n s u r a n c e  and 
mutual fund i n d u s t r i e s  a r e  both s i t u a t i o n s  in  which  t h e  s a l e s m a n  i s  
s e l l i n g  s e r v i c e s  and n o t  a t a n g i b l e  p r o d u c t .  T h e r e f o r e ,  p r o d u c t  
a t t r i b u t e s  a r e  not very s a l i e n t .  As d i s c u s s e d  e a r l i e r ,  t h e  au to m o ­
b i l e  i n d u s t r y  i s  a l s o  a s i t u a t i o n  in  which p a r t i c u l a r  p r o d u c t  a t t r i ­
b u te s  may play a very minor r o l e  in  t h e  s a l e .
These s t u d i e s  s t r o n g l y  i n d i c a t e  t h a t  t h e  s a l e s m a n ' s  b e h a v i o r  
becomes l e s s  im por tan t  t o  making t h e  s a l e  as t h e  i m p o r t a n c e  o f  p r o ­
d u c t  a t t r i b u t e s  i n c r e a s e s .  T h e r e f o r e ,  i t  seems l i k e l y  t h a t  SM should 
be more s t r o n g l y  r e l a t e d  to  s a l e s  performance in  th o se  s i t u a t i o n s  in  
which p roduc t  a t t r i b u t e s  a re  r e l a t i v e l y  u n i m p o r t a n t .  More s p e c i f i ­
c a l l y ,  i t  appears  t h a t  SM should  be more r e l a t e d  t o  p e r f o r m a n c e  f o r  
salesmen o f  s e r v i c e s  th a n  t o  performance f o r  salesmen of  goods. Also,  
i t  appears  t h a t  SM w i l l  be more r e l a t e d  to  performance o f  salesmen of  
s p e c i a l t i e s  o r  l u x u r i e s  t h a n  t o  p e r f o r m a n c e  o f  s a l e s m e n  o f  
n e c e s s i t i e s .
There  i s  a l s o  a p o s s i b i l i t y  o f  a s a l e s  s i t u a t i o n  in  which  b o th  
p roduc t  a t t r i b u t e s  and t h e  beh av io r  o f  t h e  salesman a re  i m p o r t a n t  t o  
making t h e  s a l e .  The r e a l  e s t a t e  i n d u s t r y  i s  conce ivab ly  such a s i t ­
u a t i o n .  In t h i s  c a se ,  t h e  purchase  p r i c e  i s  u s u a l l y  q u i t e  h ig h  and 
s e l e c t i o n  i s  somewhat l i m i t e d .  T h e r e f o r e ,  t h e  a t t r i b u t e s  o f  a p a r ­
t i c u l a r  p ie c e  o f  p r o p e r t y  a r e  i m p o r t a n t .  At t h e  same t i m e ,  r e a l
e s t a t e  s a l e s  u s u a l l y  invo lve  a more i n t e n s e  ( i n  t e r m s  o f  t i m e ,  c o n ­
t a c t ,  e t c , )  i n t e r p e r s o n a l  r e l a t i o n s h i p  between t h e  s a l e s m a n  and t h e  
p ro s p e c t  th a n  do l i f e  i n s u ra n c e  or  au tomobi le  s a l e s .  T h e r e f o r e ,  i t  
would seem l i k e l y  t h a t  in  t h i s  t y p e  of  s i t u a t i o n ,  t h e  s t r e n t h  o f  t h e  
r e l a t i o n s h i p  between SM and pe r fo rm ance  would be g r e a t e r  t h a n  in  a 
s i t u a t i o n  in which t h e  s a le s m a n ' s  beh av io r  i s  r e l a t i v e l y  u n i m p o r t a n t  
t o  making t h e  s a l e .  At t h e  same t im e ,  t h e  s t r e n g t h  o f  t h e  r e l a t i o n ­
s h i p  s h o u l d  be l e s s  t h a n  i n  a s i t u a t i o n  in  which t h e  s a l e s m a n ' s  
b e h av io r  i s  r e l a t i v e l y  impor tan t  to  making t h e  s a l e .
The p r e s e n t  s t u d y  was c o n c e r n e d  w i t h  what s o c i a l  a t t r i b u t e s  
i n c r e a s e  t h e  e f f e c t i v e n e s s  of salesmen.  The s p e c i f i c  problem was t o  
t e s t  t h e  r e l a t i o n s h i p  between SM and s a l e s  performance and t o  examine 
how t h i s  r e l a t i o n s h i p  changes as a f u n c t io n  of t h e  importance o f  p ro ­
duc t  a t t r i b u t e s .  This  was done by c o m p a r in g  c o r r e l a t i o n s  be tw een  
measures  o f  s a l e s  performance and SM f o r  salesmen of  goods and s a l e s ­
men of  s e r v i c e s .  Automobile and l i f e  i n s u r a n c e  a g e n t s  were  c h o se n  
t o  r e p r e s e n t  r e s p e c t i v e l y  t h o s e  two t y p e s  o f  s a l e s .  Real e s t a t e  
salesmen were chosen f o r  s tudy in o r d e r  t o  compare t h e  r e l a t i o n s h i p  
between SM and performance f o r  salesmen in  a s i t u a t i o n  in  which b o th  
p roduc t  a t t r i b u t e s  and t h e  s a l e s m a n ' s  b ehav io r  have high i m p o r t a n c e .
Based on p rev io u s  l i t e r a t u r e  and i n t e r p r e t a t i o n  o f  t h e  s a l e s  
s i t u a t i o n s ,  t h r e e  s p e c i f i c  h y p o t h e s i s  c o n c e r n i n g  t h e  r e l a t i o n s h i p  
between SM sco re s  and measures o f  s a l e s  pe r fo rm ance  were  d e v e l o p e d .  
F i r s t ,  p rev ious  l i t e r a t u r e  has shown t h a t  c e r t a i n  a b i l i t i e s  a r e  im­
p o r t a n t  t o  success  in s a l e s .  S e l f - m o n i t o r i n g  i n d i v i d u a l s  should  have 
t h e s e  a b i l i t i e s .  T h e r e f o r e ,  i t  was hypo the s ized  t h a t  t h e r e  would be
a p o s i t i v e  r e l a t i o n s h i p  between SM sco res  and measures o f  s a l e s  p e r ­
f o r m a n c e  f o r  a l l  t h r e e  g r o u p s  o f  s a l e s m e n .  S e c o n d ,  s t u d i e s  by 
R i o r d i n ,  e t*  a l . ,  ( 1 9 7 7 ) ,  T o b o l s k !  and K e r r ,  ( 1 9 5 2 ) ,  and T o s i ,  
(1968) have i n d i c a t e d  t h a t  t h e  r e l a t i o n s h i p  between v a r io u s  p e r s o n a l  
a t t r i b u t e s  of  t h e  salesman and pe r fo rm an ce ’ v a r i e s  with  t h e  d e g r e e  t o  
which t h e  s a l e  d e p en d s  on t h e  s p e c i f i c  a t t r i b u t e s  o f  t h e  p r o d u c t  
s o l d .  T h e r e f o r e ,  i t  was hyp o th e s ized  t h a t  t h e  r e l a t i o n s h i p  be tw een  
SM and m e a s u r e s  o f  s a l e s  p e r f o r m a n c e  would be g r e a t e s t  f o r  l i f e  
i n s u r a n c e  a g e n t s ,  l e s s  f o r  r e a l  e s t a t e  a g e n t s ,  and  l e a s t  f o r  
au tom obi le  salesmen.
F i n a l l y ,  r e s e a r c h  by H a r r e l l  ( 1 9 6 0 ) ,  Lamont a n d  L u n d s t r o m  
(1977) ,  Rush (1953) ,  and Tobolsk i and Kerr (1952) has i n d i c a t e d  t h a t  
t h e r e  i s  a s t r o n g e r  r e l a t i o n s h i p  between a s a l e s m a n ' s  p e r s o n a l  a t ­
t r i b u t e s  and s u p e r v i s o r y  r a t i n g s  o f  h i s  p e r f o r m a n c e  t h a n  t h e r e  i s  
between persona l  a t t r i b u t e s  and o b j e c t i v e  m e a s u r e s  o f  p e r f o r m a n c e .  
T h e r e f o r e ,  s i n c e  SM i s  a pe rsona l  a t t r i b u t e ,  i t  was hypo thes ized  t h a t  
SM sco res  would be a more e f f i c i e n t  p r e d i c t o r  of s u p e r v i s o r y  r a t i n g s  
th a n  they  would be of  o b j e c t i v e  measures of s a l e s  performance.
Method
S u b j e c t s . - -  Three groups  of sa le sm en  s e r v e d  as s u b j e c t s  f o r  t h e  
s tu d y .  The f i r s t  group c o n s i s t e d  of  t e n  m a le  and f o u r  f e m a l e  l i f e  
in s u ra n c e  agen ts  employed by a so u th e rn  l i f e  i n su ra n ce  company. A l l  
agen ts  so ld  b u r i a l  i n s u r a n c e  p o l i c i e s  t o  i n d i v i d u a l s .  The second  
group c o n s i s t e d  o f  13 new and used c a r  salesmen employed by an a u t o ­
mobi le  d e a l e r s h i p  s e l l i n g  domest ic  c a r s  and t r u c k s .  The f i n a l  g roup  
c o n s i s t e d  of 16 female  and two male r ea l  e s t a t e  a g en ts .  These agents
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so ld  both r e s i d e n t i a l  and commercial p r o p e r ty .  A l l  s u b j e c t s  worked 
f u l l  t ime as  s a l e s m e n  and a l l  s u b j e c t s  u s e d  in  a n a l y s i s  had been 
employed a t  l e a s t  s i x  months with t h e i r  r e s p e c t i v e  f i rm .  P a r t i c i p a ­
t i o n  in  t h e  s tudy was v o lu n ta ry  f o r  a l l  s u b j e c t s .
In s t r u m e n t s . - -  Two paper  and p e n c i l  i n s t r u m e n t s  were  u s ed  i n  t h e  
s tu d y .  These  were S n y d e r ' s  S e l f - M o n i t o r in g  S c a l e  and a p a i r e d  com­
p a r i s o n  s u p e r v i so r y  r a t i n g  form.
The S e l f - M o n i t o r in g  S c a le  (Appendix A) i s  an i n t e r n a l l y  c o n s i s t -  
a n t  s e l f - r e p o r t  measure.  I t  c o n s i s t s  of  25 t r u e - f a l s e  i tems.  Agree­
ment with a " t ru e "  i tem  and d isag reem ent  with  a " f a l s e "  i t e m  a r e  i n ­
d i c a t i v e  of  s e l f - m o n i t o r i n g .  All  i tems a re  s c o r e d  in  t h e  d i r e c t i o n  
o f  s e l f - m o n i t o r i n g .  Snyder (1974) r e p o r t s  t h a t  t h e  s c a l e  has a t e s t -  
r e t e s t  r e l i a b i l i t y  in  t h e  .60  t o  .7 0  range .  The t e s t  has been shown 
t o  have  b o th  d i s c r i m i n a n t  and c o n s t r u c t  v a l i d i t y  ( S n y d e r ,  1974; 
Snyder  and Monson, 1975).
The r a t i n g  form used (Appendix B) was a s im ple  s i n g l e  page  form 
o f  i n s t r u c t i o n s  and a l l  p o s s i b l e  p a i r s  of names of t h e  s a l e sm en  p a r ­
t i c i p a t i n g  in  t h e  s tu d y .  Each form had space p rov ided  f o r  t h e  su p e r ­
v i s o r s  name, t h e  name o f  t h e  company f o r  which he w o rk ed ,  and t h e  
d a t e .  A s a le s m a n ' s  r a t i n g  was c o n s id e re d  t o  be t h e  number o f  t i m e s  
he o r  she was chosen as  t h e  b e t t e r  salesman of t h e  p a i r .  T h e s e  r a t ­
ings  were c o n v er ted  t o  s t a n d a rd  s c o r e s .
Procedure
SM s c a l e s  w ere  a d m i n i s t e r e d  t o  t h e  s a l e s m a n  in  g r o u p s .  The 
s c a l e  was a d m in i s t e r e d  on one occas ion  a t  each company. All salesmen 
p a r t i c i p a t i n g  in  t h e  s tudy  f o r  t h a t  company completed t h e  s c a l e  a t
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t h a t  t im e .  Each s e s s i o n  began with a b r i e f  e x p la n a t io n  of  t h e  s tu d y  
and a r e q u e s t  f o r  v o l u n t e e r  p a r t i c i p a n t s .  S u b j e c t s  were  a s s u r e d  o f  
c o n f i d e n t i a l i t y  and in fo rm ed  t h a t  t h e i r  s c o r e s  and i n t e r p r e t a t i o n  
would be a v a i l b l e  upon r e q u e s t .  The s c a l e s  were then  d i s t r i b u t e d  t o  
t h o s e  salesmen wish ing  t o  p a r t i c i p a t e  in  t h e  s tudy  and were completed 
a t  t h a t  t im e .  Average len g th  of  t im e  t o  c o m p l e t e  t h e  s c a l e  was 15 
mi n u te s .
S u p e rv i so ry  r a t i n g s  were o b ta in e d  by m a i l .  Each s u p e r v i s o r  r e ­
c e iv e d  a cover  l e t t e r  e x p l a i n i n g  t h e  purpose  of  t h e  s tudy and a s k i n g  
f o r  h i s  or  he r  c o o p e r a t io n .  They a l s o  r e c e iv e d  a r a t i n g  form f o r  a l l  
o f  t h e i r  salesmen and an envelope  ad d re ssed  t o  t h e  Ê . They were  i n ­
s t r u c t e d ,  both o r a l l y  and in  w r i t i n g ,  t h a t  f o r  each p a i r  o f  s a l e s m e n  
they  were t o  i n d i c a t e  which person they  c o n s i d e r e d  t o  be t h e  b e t t e r  
a l l - a r o u n d  salesmen. They r e c e iv e d  e x p l i c i t  i n s t r u c t i o n s  not t o  r a t e  
t h e  salesmen s t r i c t l y  on t h e  b a s i s  of  t h e i r  s a l e s  volume. A f t e r  r a t ­
ing a l l  p a i r s  of sa lesmen, t h e  managers p laced  t h e  completed forms in
t h e  p re a d d re s s ed  enve lope ,  s e a l e d  i t  and mailed i t  t o  t h e  £ .
Other  in fo rm a t io n  conce rn ing  t h e  s a le s m e n ' s  performance and work 
h i s t o r y  was o b ta in e d  from company r e c o r d s .  This  inc luded  in fo rm a t ion  
on t h e  number of s a l e s  and g r o s s  volume o f  s a l e s  f o r  t h e  l a s t  s i x
months p r i o r  t o  t h e  s tu d y .  The s a le s m an ' s  t ime  with t h e  company was
a l s o  reco rded .
Design and a n a l y s i s . - -  Both s u b j e c t i v e  and o b j e c t i v e  c r i t e r i a  were 
used f o r  a l l  s u b j e c t s  in  t h e  s tudy .  The s u b j e c t i v e  c r i t e r i o n  used  
f o r  a l l  groups of salesmen was a manageria l  r a t i n g  o b t a in e d  f rom  t h e  
in s t ru m e n t  (Appendix B) p r e v io u s ly  d i s c u s s e d .  S ince  t h e  primary pur­
pose of  t h e  s tudy was t o  t e s t  t h e  r e l a t i o n s h i p  between s e l f - m o n i t o r ­
ing and s a l e s  e f f e c t i v n e s s ,  i t  was decided  t h a t  t h e  o b j e c t i v e  c r i t e r -  
r i a  should  r e f l e c t  only a c tu a l  measures  o f  s a l e s .  For  l i f e  in su ra n ce  
a g e n t s ,  two o b j e c t i v e  measures o f  s a l e s  performance were used.  These 
were Average Monthly Sa les 'V o lum e (ASV) b a s e d  on s a l e s  f o r  t h e  s i x  
month p e r io d  p r i o r  t o  t h e  s t u d y .  The s e c o n d  m e a s u re  u sed  was t h e  
Average Number of  S a l e s  p e r  Month (ASM) f o r  t h e  same t i m e  p e r i o d .  
In f o rm a t io n  on t h e  ASV was not a v a i l a b l e  f o r  a l l  r e a l  e s t a t e  a g e n t s ,  
nor was i t  a v a i l a b l e  f o r  any of  t h e  c a r  salesmen.  C onsequen t ly ,  only 
t h e  ASM was used as an o b j e c t i v e  m e asu re  o f  s a l e s  p e r f o r m a n c e  f o r  
t h e s e  two groups.
S in ce  both p r i o r  e x p e r i e n c e  and t ime with t h e  company a r e  known
t o  a f f e c t  a s a l e s m a n ' s  performance  (Nixon, 1942),  an a t tem p t  was made
t o  i n c lu d e  t h i s  in fo r m a t io n  in  t h e  a n a ly se s  by u s i n g  p a r t i a l  c o r r e -
**■
l a t i o n s  i n c o r p o r a t i n g  t h i s  in fo rm a t io n  t o  t e s t  t h e  r e l a t i o n s h i p  b e ­
tween s e l f - m o n i t o r i n g  and s a l e s  p e r f o r m a n c e .  I n f o r m a t i o n  on t im e  
w i th  t h e  company was a v a i l a b l e  and was inc luded  in  t h e  p a r t i a l  c o r r e ­
l a t i o n s ,  however i n f o r m a t io n  on p r i o r  e x p e r i en c e  was not a v a i l a b l e .
R e s u l t s
The mean and s t a n d a r d  d e v i a t i o n  o f  SM s c o r e s ,  Length of S e r v i c e ,  
Manageria l  R a t ing  S c o r e s ,  and Average Number of S a l e s  pe r  Month were 
computed f o r  each group of sa lesmen. For l i f e  in su ran ce  a g e n t s ,  t h e  
mean and s t an d a rd  d e v i a t i o n  f o r  Average Monthly S a le s  Volume was a l so  
computed.  These means and s t a n d a r d  d e v i a t i o n s  a re  shown in  T a b l e  1. 
Examination of  t h e  means and s t a n d a r d  d e v i a t i o n s  i n d i c a t e d  t h a t  t h e  




Means and S tanda rd  D e v ia t i o n s  f o r  SM S c o re s ,  Length o f  S e r v i c e  
____________ and C r i t e r i a  f o r  Th ree  Types o f  Salesmen____________
In su ra n ce (n-14) Real E s t a t e  (n=13) Automobile (n=l l
Mean SD Mean SD Mean SD
SM 7.79 2 .69 11.00 5.16 12.45 4.57
LOS 11.18 12.74 3 .96 4.22 11.68 10.94
R at i  ng 6.14 4 .17 7.62 4.67 5.00 3 .29
ASM 18.22 6.01 1.63 2.17 4.45 2.68
ASV 61.72 22.92 * ★
* ASV not a v a i l a b l e
28
v a r i a b l e s  were t r a n s fo rm e d  i n t o  s t a n d a rd  s co res  u s ing  t h e  formula:
T = X - 7  (10) + 50 
s
A one-way a n a l y s i s  of  v a r i a n c e  was c o n d u c t e d  t o  t e s t  f o r  d i f ­
f e r e n c e s  in  SM sco res  among t h e  t h r e e  g r o u p s  o f  s a l e s m e n .  The r e ­
s u l t s  i n d i c a t e d  t h a t  t h e r e  was a s i g n i f i c a n t  d i f f e r e n c e  i n  t h e  SM 
s c o r e s  of  t h e  t h r e e  g r o u p s  (F w i t h  2 & 35 d f  = 4 . 0 9 ,  p l e s s  t h a n  
. 0 5 ) .  Subsequent t - t e s t s  showed t h a t  l i f e  i n s u r a n c e  a g e n t s  s c o r e d  
s i g n i f i c a n t l y  lower th a n  r e a l  e s t a t e  a g e n t s  ( t  w i t h  25 d f  = 2 . 0 1 ,  
p l e s s  th a n  .0 5 )  and s i g n i f i c a n t l y  l o w e r  t h a n  a u t o m o b i l e  s a l e s m e n  
( t  with 23 d f  = 2 .9 9 ,  p l e s s  than  . 0 5 ) .  The d i f f e r e n c e  be tween  r e a l  
e s t a t e  agen ts  and au tom obi le  salesmen was not s t a t i s t i c a l l y  s i g n i f i ­
c a n t .
The s t a n d a rd  s c o r e s  were then  u s e d  t o  com pute  P e a r s o n  P r o d u c t  
Moment C o r r e l a t i o n s  between SM s c o r e s ,  Length of S e r v i c e  ( i n  y e a r s ) ,  
and s u b j e c t i v e  and o b j e c t i v e  measures of  t h e  s a l e s m e n ' s  p e r f o r m a n c e  
in  o r d e r  t o  t e s t  t h e  r e l a t i o n s h i p  between SM and s a l e s  p e r f o r m a n c e .
(See Table  2 . )
The f i r s t  h y p o th e s i s  was t h a t  SM sco re s  would be p o s i t i v e l y  r e ­
l a t e d  t o  performance f o r  a l l  groups o f  s a l e s m e n .  However,  none o f  
t h e  c o r r e l a t i o n s  between SM sco res  and c r i t e r i a  were s i g n i f i c a n t  f o r  
any of t h e  t h r e e  groups.
C o r r e l a t i o n s  between SM sco res  and R a t i n g s  ( r  = . 0 3 ,  d f  = 36) 
and between SM sco res  and ASM ( r  = - . 2 7 ,  d f  = 36) f o r  a l l  g r o u p s  o f  
salesmen combined were a l s o  computed. Again,  n e i t h e r  c o r r e l a t i o n  was 
s i g n i f i c a n t .
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Table 2.
I n t e r c o r r e l a t i o n s  between S e l f - M o n i t o r i n g ,  LOS, Managerial  R a t in g s ,  
_____________ ASM, and ASV f o r  Three  Groups o f  Salesmen._______________
L i f e In s u ra n ce Agents
SM LOS Rat ing ASM ASV
SM - .1 0 - .0 4 - . 0 8 - .1 7
LOS .60** - . 1 6 - .0 8
Rat i  ng - .13 - .1 0
ASM .44
Real E s t a t e  Agents
SM LOS Rat ing ASM ASV
SM -.0 1 .17 - .2 1 ★
LOS .02 .13 *
R a t in g - . 1 8 ★
ASM *
Automobile Salesmen
SM LOS Rat i  ng ASM ASV
SM - . 0 6 - .1 0 - .1 8 *
LOS .52 .74** *
R at in g  .51 *
ASM *
*ASV not a v a i l a b l e
** p l e s s  t h a n  .05
Although none of  t h e  s imple  c o r r e l a t i o n s  between SM and measures 
o f  s a l e s  performance were s i g n i f i c a n t  f o r  any of th e  t h r e e  g r o u p s  o f  
sa lesmen,  i t  i s  p o s s i b l e  t h a t  t h e  e f f e c t s  of  l e n g t h  o f  s e r v i c e  s u p ­
p r e s s e d  any su ch  r e l a t i o n s h i p .  T h e r e f o r e ,  p a r t i a l  c o r r e l a t i o n s  
between SM sco re s  and measures  o f  performance with LOS p a r t i  a l e d  ou t  
were com puted  f o r  t h e  t h r e e  g ro u p s  o f  s a l e s m e n .  T h e s e  p a r t i a l  
c o r r e l a t i o n s  a re  shown in  T ab le  3.  A ga in  c o n t r a r y  t o  p r e d i c t i o n s ,  
t h e r e  were no s i g n i f i c a n t  c o r r e l a t i o n s  b e tw ee n  SM and m e a s u r e s  o f  
s a l e s  performance f o r  any of  t h e  t h r e e  groups.
The second and t h i r d  hypo theses  about t h e  n a tu re  of d i f f e r e n t i a l  
v a l i d i t y  of SM were  n o t  t e s t e d  f u r t h e r  s i n c e  a l l  o f  t h e  r e l e v a n t  
c o r r e l a t i o n s  were n o n s i g n i f i c a n t .
A d d i t io n a l  Analyses  
A r e c e n t  a r t i c l e  by B r ig g s ,  Cheek, and Buss (1980) has in d i c a t e d  
t h a t  t h e  SM s c a l e  may a c t u a l l y  c o n s i s t  of t h r e e  s e p a r a t e  s u b s c a l e s .  
The f i r s t  su b sc a le  was termed " E x t r a v e r s io n "  and in vo lved  i tems about 
be ing  t h e  c e n t e r  of  a t t e n t i o n ,  t e l l i n g  jo k e s  and s t o r i e s ,  and b e in g  
good a t  ch a rad es .  The second s u b sc a l e  was " O t h e r - D i r e c t e d n e s s "  and 
in c lu d e d  i tems r e l a t e d  t o  p l e a s in g  o t h e r s ,  c o n f o r m i t y  t o  t h e  s o c i a l  
s i t u a t i o n ,  and h id ing  o n e ' s  t r u e  f e e l i n g s .  The f i n a l  s u b s c a l e  was 
te rmed "Acting" and c o n s i s t e d  of i tems involved  w i t h  a c t i n g ,  e n t e r ­
t a i n i n g ,  s p o n ta n e o u s  s p e a k i n g  in  p u b l i c ,  and t h e  a b i l i t y  t o  l i e .  
These  t h r e e  s u b sc a le s  inc luded  20 o f  t h e  25 i tems in  t h e  SM s c a l e .
S in c e  i t  i s  p o s s i b l e  t h a t  t h e s e  t h r e e  su b sc a le s  do e x i s t  and do 
i n d e e d  m e a s u re  s e p a r a t e  a s p e c t s  o f  SM b e h a v i o r ,  t h e  d a t a  w e r e  
r e a n a l y z e d  u s i n g  s u b s c a l e  ( F a c t o r )  s c o r e s  r a t h e r  t h a n  t o t a l  SM
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T ab le  3.
P a r t i a l  C o r r e l a t i o n s  between SM S c o re s ,  Managerial  R a t in g s ,  
ASM, and ASV w i th  Length of  S e r v i c e  P a r t i a l e d  Out 
_________________ f o r  Three  Groups o f  Salesmen._________________
d f R a t in g s ASM ASV
L i f e  In su ra n ce 12 - .1 3 - . 0 6 - .1 8




* ASV d a t a  not a v a i l a b l e  f o r  t h i s  group
s c o r e s .
We in q u i r e d  f i r s t  w he ther  s u b s c a l e  s c o r e s  f o r  t h e  t h r e e  g ro u p s  
o f  salesmen d i f f e r e d  s i g n i f i c a n t l y .  The r e s u l t s  o f  t h e  t h r e e  one-way 
ANOVAs a re  shown in  T ab le  4.
S i g n i f i c a n t  d i f f e r e n c e s  o c cu r red  f o r  t h e  f a c t o r s  " o t h e r - d i r e c t -  
edness"  and " a c t i n g . "  On t h e  0-D s c a l e ,  l i f e  i n su ra n ce  agen ts  scored  
s i g n i f i c a n t l y  lower than  both r e a l  e s t a t e  a g e n t s  ( t  = 2 . 0 8 ,  p l e s s  
th a n  .0 5 )  and au tom obi le  s a l e s m e n  ( t  = 2 . 6 5 ,  p l e s s  t h a n  . 0 5 ) .  A 
s i m i l a r  p a t t e r n  was o b s e r v ed  on t h e  a c t i n g  s c a l e .  L i f e  i n s u r a n c e  
agen ts  sco red  s i g n i f i c a n t l y  lower th a n  au tom obi le  salesmen ( t  = 2 .75 ,  
p l e s s  t h a n  . 0 5 )  a n d ,  a l t h o u g h  n o t  s i g n f i c a t l y  l o w e r ,  t h e y  a l s o  
s co red  lower than  r e a l  e s t a t e  agen ts  ( t  = 1 .6 3 ) .
As in  t h e  c a s e  o f  t o t a l  SM s c o r e s ,  LOS m ig h t  h ave  masked any 
r e l a t i o n s h i p  t h a t  e x i s t e d  between SM s u b s c a l e  s c o r e s  and c r i t e r i a .  
C onsequen t ly ,  p a r t i a l  c o r r e l a t i o n s  be tw een  SM s u b s c a l e  s c o r e s  and 
c r i t e r i a  w i t h  LOS h e l d  c o n s t a n t  were  computed  f o r  e ach  group o f  
sa lesmen.
The p a r t i a l  c o r r e l a t i o n s  between each of  t h e  t h r e e  s u b sc a le s  and 
c r i t e r i a  f o r  l i f e  i n s u ra n c e  ag en ts  and Z - sc o re s  are  shown in Table  5. 
The only s i g n i f i c a n t  r e l a t i o n s h i p  c o n t r o l l i n g  f o r  LOS i s  b e tw een  t h e  
" a c t i n g "  s co re  and c r i t e r i o n  r a t i n g  f o r  au to m o b i l e  s a l e s m e n .  Given 
t h a t  21 c o r r e l a t i o n s  a r e  e x h i b i t e d  in Tab le  5 . ,  i t  i s  q u i t e  p o s s i b l e  
t h a t  t h i s  one s i g n i f i c a n t  p a r t i a l  c o r r e l a t i o n  was a chance occurence .
S in c e  a s a le s m a n ' s  s a l e s  volume may have  a c t e d  as an e x c e s s i v e  
i n f l u e n c e  on t h e  m anager ' s  r a t i n g  of  th e  s a le s m an ' s  p e r fo rm an ce  as a 
whole,  one f i n a l  s e t  o f  p a r t i a l  c o r r e l a t i o n s  was conducted .  P a r t i a l
Table 4.
A n a ly s i s  of  S e l f - M o n i t o r i n g  S ubsca le  S c o re s  f o r  
____________ Three  Groups o f  Salesmen_____________
I n s u ra n ce  Real E s t a t e  Automobile
Mean SD Mean SD Mean SD £ df
Ext . 2.71 1.86 3 .38 1.85 3.45 2.02 .83 2,35
0 1 o • 3 .14 1.83 4 .69 2.02 5.00 1.67 3.76* 2,35
ACT. .78 1.19 1.69 1.65 2.73 2.10 4 .31* 2 ,35
* p l e s s  th a n  .05
Table 5.
P a r t i a l  C o r r e l a t i o n s  and Z - s c o r e s  between E x t r a v e r s i o n ,  O th e r -  
D i r e c t e d n e s s ,  and A c t ing  Subsca le s  and C r i t e r i a  
___________________ f o r  Three  Groups o f  Salesmen.____________________
In s u ra n c e  Real E s t a t e *  Atomobile*
Ext .  0-D. Ac t .  Ext.  0-D Act.  Ext.  0-D Act.
R a t ing
P a r t i a l  r  - . 4 3  - . 3 4  - . 0 5  - . 2 2  .22 .02  .15 - . 1 2  .68
z - s c o r e  -1 .43  -1 .1 4  - . 1 7  - . 6 8  .68 .07 .42 - . 3 4  1.92*
ASM
P a r t i a l  r  - . 0 9  - . 1 8  .36 - . 0 9  .04 - . 2 8  .13 - . 3 5  - . 5 6
z - s c o r e  - .3 0  - . 6 0  1 .19 - . 2 9  .14 - .9 0  .36  - .9 9  -1 .58
ASV
P a r t i a l  r  - . 2 3  - . 1 8  - . 3 0  
z - s c o r e  - . 7 6  - . 5 8  - . 9 3
* ASV not a v a i l a b l e
** p l e s s  th a n  .0 5  f o r  a o n e - t a i l e d  t e s t
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c o r r e l a t i o n s  between SM s u b sc a le  s c o r e s  and m a n a g e r i a l  r a t i n g s  w i th  
ASM p a r t i a l e d  o u t  were  com puted  f o r  e ac h  group  o f  s a l e s m e n .  The 
p a r t i a l  c o r r e l a t i o n s ,  e r r o r s  and r e s u l t a n t  Z - s c o r e s  a r e  shown in  
T ab le  6. Again,  none o f  t h e  Z - s c o r e s  w ere  s i g n i f i c a n t  a t  t h e  .0 5  
l e v e l  f o r  any of  t h e  t h r e e  groups.
D iscu s s io n
This  s tudy  prov ided  very l i t t l e  ev idence  t h a t  SM i s  an impor tan t  
a b i l i t y  f o r  a s a l e s m a n  t o  p o s s e s s .  Almost  a l l  o f  t h e  r e l e v a n t  
c o r r e l a t i o n s  and p a r t i a l  c o r r e l a t i o n s  between SM sc o r e s  and m e a s u re s  
o f  salesmen performance were e s s e n t i a l l y  ze ro .  One e x c e p t i o n ,  which 
may be a s t a t i s t i c a l  a r t i f a c t ,  be ing  t h e  r e l a t i o n s h i p  between a c t i n g  
s u b s c a l e  s c o r e s  and m anage r ' s  r a t i n g s  f o r  au tom obi le  salesmen.
Although i t  i s  p o s s i b l e  t h a t  t h e r e  i s  no r e l a t i o n s h i p  between SM 
and " s a l e s  a b i l i t y , "  t h i s  seems u n l i k e l y  i n  l i g h t  o f  p r e v i r u s  
r e s e a r c h .  A b i l i t i e s  s i m i l a r  t o  t h e  s e n s i t i v i t y  t o  s i t u a t i o n a l  
and t h e  a p p r o p r i a t e  b e h a v i o r  m o d i f i c a t i o n  o f  t h e  s e l  f - m o n i  t o r i  i.g 
i n d i v i d u a l  have been shown t o  be im por tan t  d e te rm in an ts  of  s a l e s  p e r ­
formance.  T h e re fo re ,  i t  i s  l i k e l y  t h a t  t h e r e  i s  some o t h e r  e x p l a n a ­
t i o n  f o r  t h e  f a i l u r e  t o  f i n d  s i g n i f i c a n t  r e l a t i o n s h i p s  b e tw een  SM 
s c o r e s  and measures  o f  s a l e s  performance in t h i s  s tudy .
There  seem to  be two p l a u s i b l e  r e a s o n s  why no such  r e l a t i o n ­
s h i p s  were found in  t h i s  s tudy :  p o s s i b l e  d e f e c t s  i n  t h e  d e s i g n  o f
t h e  s tudy  i t s e l f ;  p o s s i b l e  d e f e c t s  in t h e  u n d e r ly in g  r a t i o n a l e .
The S tu d y :
I t  i s  p o s s i b l e  t h a t  t h e  small sample s i z e s  were  t h e  reason f o r  
t h e  f a i l u r e  t o  f i n d  any s i g n i f i c a n t  r e l a t i o n s h i p s .  The e f f e c t s
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Table  6.
P a r t i a l  C o r r e l a t i o n s ,  and Z - sc o re s  between E x t r a v e r s i o n ,  
O t h e r - D i r e c t e d n e s s ,  and Act ing  Su b sca le s  and R a t ings  with
ASM p a r t i a l e d  out f o r  Three  Groups o f  Salesmen__________
E x t r a v e r s i o n  Other-Di r e c t e d n e s s  Acting
L i f e  In su ran ce
P a r t i a l  r  - . 3 8  - . 2 8  - .11
z - s c o r e  -1 .2 5  - .9 2  - .3 5
Real E s t a t e
P a r t i a l  r  - . 2 2  - .2 2  - .0 7
z - s c o r e  - . 7 0  - .7 0  - .2 5
Automobile
P a r t i a l  r  .08  .06 .04
z - s c o r e  .23  .17 .12
of  t h e  l i m i t e d  s i z e s  and ranges  o f  t h e  sample a re  unknown. F u r t h e r ,  
i t  i s  p o s s i b l e  t h a t ,  even i f  t h e  hypotheses  were c o r r e c t ,  e x t r e m e l y  
low s e l f - m o n i t o r s  could have  s e l e c t e d  t h e m s e l v e s  o u t  o f  t h e  s a l e s  
f i e l d  f o r  a l l  s a m p l e s .  A l l  o f  t h e  s a l e s m e n  p a r t i c i p a t i n g  i n  t h e  
s tudy  were s u c c e s s fu l  t o  t h e  degree  t h a t  they  were m a i n t a i n i n g  t h e i r  
jo b s  with  t h a t  company.
A lso ,  s e l f - m o n i t o r i n g  was o p e r a t i o n a l l y  d e f i n e d  f o r  t h i s  s t u d y  
by a p a r t i c u l a r  i n s t r u m e n t :  t h e  SM s c a l e .  The  SM s c a l e  i s  a
rea so n a b ly  r e l i a b l e  in s t ru m e n t  and, as p re v io u s ly  d i s c u s s e d ,  has been 
shown t o  possess  some degree  of  c o n s t r u c t  v a l i d i t y .  However,  i t  i s  
q u i t e  p o s s i b l e  t h a t  i t  does not ad equa te ly  measure t h e  a s p e c t s  o f  SM 
t h a t  a re  d i r e c t l y  r e l e v a n t  t o  salesmanship. , B r i g g s ,  e t .  a l .  r e p o r t  
t h a t  t h e y  b e l i e v e  t h a t  t h e  t e s t  may n o t  a d e q u a t e l y  m e a s u r e  t h e  
c o n s t r u c t  of  s e l f - m o n i t o r i n g .  A ls o  s i n c e  t h e  SM s c a l e  i s  a s e l f -  
r e p o r t  measure ,  th e  s a le s m a n ' s  t r u e  b ehav io r  may d i f f e r  c o n s i d e r a b l y  
from what he r e p o r t s .  For example, i t  i s  n o t  known t o  what e x t e n t  
high SM i n d i v i d u a l s  d i f f e r  in  t h e i r  re sponse s  t o  t h e  s c a l e  f rom  low 
SM i n d i v i d u a l s  due t o  t h e  s o c i a l  d e s i r a b i l i t y  of t h e  s c a l e  i t s e l f .
R a t i o n a l e :
Whereas t h e  des ign  f a c t o r s  d e s c r ib e d  above may have obscured  th e  
h y p o t h e t i c a l  r e l a t i o n s h i p ,  t h e r e  i s  e v i d e n c e  t h a t  t h e  u n d e r l y i n g  
r a t i o n a l e  i t s e l f  o v e r s i m p l i f i e s  t h e  SM-sales e f f e c t i v e n e s s  r e l a t i o n ­
s h ip .
Based upon t h e  l i t e r a t u r e ,  t h e  r a t i o n a l e  assumed t h a t  h ig h  SM 
salesmen would c r e a t e  a c l im a te  of  p e r c e i v e d  s i m i l a r i t y  and t r u s t .  
T h is  c l i m a t e  i s  expec ted  p a r t i c u l a r l y  t o  f a c i l i t a t e  s a l e s  o f  i n t a n g -
ib le  products.
Although t h e  r e s u l t s  p ro v id e  ev idence  t h a t  SM sco re  i s  a s s o c i a t ­
ed w i th  ty p e  o f  s a l e s  ( i . e .  t a n g i b l e  vs.  i n t a n g i b l e ) ,  t h e  d i r e c t i o n  
o f  t h e  o b ta in e d  f i n d i n g s  was o p p o s i t e  t o  t h a t  assumed by t h e  r a t i o n ­
a l e .  L i f e  i n su ra n ce  agen ts  ( s e l l i n g  a r e l a t i v e l y  i n t a n g i b l e  p roduc t )  
sco red  lower on SM ( t o t a l  and two of  t h e  t h r e e  s u b s c a l e s )  t h a n  d i d  
r e a l  e s t a t e  o r  au tom obi le  salesmen. Th is  sugges ts  t h a t  t h e  r a t i o n a l e  
u n d e r ly in g  t h e  h y p o th e s ize d  r e l a t i o n s h i p  n e g l e c t e d  c e r t a i n  f a c t o r s  
t h a t  may i n t e r a c t  with  and th e re b y  c o n d i t i o n  t h e  SM-product r e l a t o n -  
s h ip .
At l e a s t  two s p e c u l a t i v e  i n t e r p r e t a t i o n s  o f  t h i s  i n t e r a c t i o n  
seem p l a u s i b l e .
F i r s t ,  s h i f t s  in s a l e s  appeal (presumably c h a r a c t e r i s t i c  o f  high 
SM salesmen) may be d i f f e r e n t i a l l y  r e g a r d e d  by t h e  c u s t o m e r  as a 
f u n c t i o n  o f  p roduc t  t a n g i b i l i t y .  Given a t a n g i b l e  p roduc t  ( e . g .  r e a l  
e s t a t e ,  au tom ob i le s )  such changes may be p e rc e iv e d  by t h e  customer as 
genuine  a t t e m p ts  t o  reach  b e t t e r  d e c i s i o n s  or as answers t o  s p e c i f i c  
q u e s t i o n s .  For i n t a n g i b l e  p r o d u c t s  ( s u c h  a s  i n s u r a n c e )  a s h i f t e d  
s a l e s  appeal may be p e r c e iv e d  as a t r a n s p a r e n t  a t t e m p t  a t  i n g r a t i a ­
t i o n .
Second, b e h av io r  a s s o c i a t e d  w i th  s e l f - m o n i t o r i n g  m ig h t  be d i f ­
f e r e n t l y  rega rded  by f i x e d - p r i c e  p r o d u c t  vs .  n e g o t i a b l e  p r i c e  p r o ­
d u c t  cus tom ers .  Both r e a l  e s t a t e  s a l e s  and automobi le  s a l e s  i n v o l v e  
some degree  o f  p r i c e  n e g o t i a t i o n s .  The salesman has t o  c r e a t e  a de­
s i r e  t o  buy t h e  p r o d u c t  and a l s o  has  t o  c r e a t e  a w i l l i n g n e s s  t o  
p u rc h a se  t h e  p roduc t  or p r o p e r ty  a t  t h e  most f a v o r a b le  te rm s  f o r  t h e
vendor.  I n su ra n ce  a g en ts  need only t o  c r e a t e  a need f o r  t h e  p roduc t .  
The p r i c e  o f  t h e  p roduc t  i s  p rede te rm ined  by a c t u a r i a l  t a b l e s  and i s  
not n e g o t i a b l e .  C o n s e q u e n t l y ,  i f  SM i s  i m p o r t a n t  t o  n e g o t i a t i n g  
a b i l i t y ,  low SMs would not n e c e s s a r i l y  be a t  a d i s a d v a n ta g e  in  t h o s e  
f i e l d s  wherein  p r i c e  n e g o t i a t i o n  was not p a r t i c u l a r l y  i m p o r t a n t .  On 
t h e  o t h e r  hand, they  would be a t  a d i s a d v a n ta g e  in  s a l e s  f i e l d s  were  
n e g o t i a t i o n s  were im por tan t  and t h e r e f o r e  may have been s e l e c t e d  o u t  
o f  s a l e s  in  t h o s e  a r e a s .
E i t h e r  of  t h e s e  e x p l a n a t i o n s  i s  p l a u s i b l e .  However, t h e  s e c o n d  
seems t o  be most l i k e l y  a t  t h i s  t im e .  Rea l  e s t a t e  a g e n t s  were  n o t  
s i g n i f i c a n t l y  d i f f e r e n t  from a u to m o b i le  s a l e s m e n  in  SM s c o r e s ,  b u t  
t h e  two groups were d i f f e r e n t  f rom  i n s u r a n c e  a g e n t s .  At t h e  same 
t im e ,  t h e  mean LOS f o r  i n s u ra n c e  agen ts  was a lmos t i d e n t i c a l  t o  t h a t  
o f  au tomobi le  salesmen whereas  t h e  mean LOS f o r  r e a l  e s t a t e  a g e n t s  
was much lower.  Both high and low LOSs a re  a s s o c i a t e d  w i th  h ig h  and 
low SM sco re s  whereas only high SM s co re s  a re  a s s o c i a t e d  w i t h  s a l e s  
f i e l d s  t h a t  in v o lv e  n e g o t i a t i o n s .  This  would seem t o  i n d i c a t e  t h a t  
t h e  low SMs a re  s e l e c t e d  out of t h o s e  f i e l d s  t h a t  in vo lve  p r i c e  nego­
t i a t i o n s .
Conclusion
Although t h i s  s tudy found very l i t t l e  ev idence  of  a r e l a t i o n s h i p  
between SM and some of t h e  many p o s s i b l e  measures  o f  s a l e s  p e r f o r m ­
ance ,  i t  cannot  be t a k e n  t o  s i g n i f y  t h a t  such a r e l a t i o n s h i p  i s  non-  
e x i s t a n t .  The r o l e  o f  SM c o u l d  w e l l  be m o d e r a t e d  by such  o t h e r  
a s p e c t s  of  t h e  s a l e s  i n t e r a c t i o n  p rocess  as p r o d u c t  t a n g i b i l i t y  and 
p r i c e  n e g o t i a b i l i t y .
Prev io u s  l i t e r a t u r e  would seem t o  i n d i c a t e  t h a t  t h e r e  i s  a h ig h  
p r o b a b i l i t y  o f  some r e l a t i o n s h i p  b e tw ee n  SM and s a l e s  p e r f o r m a n c e  
even though t h e  r e l e v a n t  p a ram ete rs  a re  c u r r e n t l y  not unde rs tood .  As 
i n  t h e  c a s e  o f  r o l e  congruence ,  i t  i s  p robab ly  nece ssa ry  f o r  a s a l e s ­
man t o  posse ss  some minimum degree  of  SM a b i l i t y ,  even though  a h ig h  
l e v e l  o f  SM a b i l i t y  would  n o t  n e c e s s a r i l y  f u r t h e r  f a c i l i t a t e  t h e  
s a l e s m a n ' s  a b i l i t y  t o  make s a l e s .  That i s ,  SM may be a necessa ry  but 
not s u f f i c i e n t  a b i l i t y  f o r  s u cc e ss  as a sa le sm an .  In  any c a s e ,  t h e  
c u r r e n t  u n d e rs tan d in g  o f  a l l  t h e  p a ram ete rs  in t h e  s a l e s  i n t e r a c t i o n  
p ro c e ss  i s  i n s u f f i c i e n t .  The t r u e  r o l e  o f  SM i n  s a l e s  p e r f o r m a n c e  
w i l l  p robably  not be known u n t i l  t h e  a f f e c t s  of o t h e r  r e l e v a n t  v a r i a ­
b l e s  a r e  b e t t e r  unde rs tood .
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I f i n d  i t  hard  t o  i m i t a t e  t h e  b e h a v i o r  o f  o t h e r  p e o p l e .  
My b e h a v i o r  i s  u s u a l l y  an e x p r e s s i o n  o f  my t r u e  i n n e r  
f e e l i n g s ,  a t t i t u d e s  and b e l i e f s .
At p a r t i e s  and s o c i a l  g a t h e r i n g s ,  I do n o t  a t t e m p t  t o  do 
o r  say t h i n g s  t h a t  o t h e r s  w i l l  l i k e  
I can only a rgue  f o r  id eas  which I a l r e a d y  b e l i e v e .
I can make impromptu speeches  even on t o p i c s  about which I 
have almost no in fo rm an t io n .
I guess I pu t  on a show t o  im p r e s s  o r  e n t e r t a i n  p e o p l e .
When I am u n c e r t a i n  how t o  a c t  in  a s o c i a l  s i t u a t i o n ,  I
look t o  t h e  b ehav io r  of o t h e r s  f o r  cues .
I would p robab ly  make a good a c t o r .
I r a r e l y  need t h e  adv ice  of my f r i e n d s  t o  c h o o s e  m o v ie s ,  
books,  o r  music.
I sometimes appea r  t o  o t h e r s  t o  be e x p e r i e n c in g  deeper  
emotions  th a n  I a c t u a l l y  am.
I laugh more when I watch a comedy with o t h e r s  than  when 
a lo n e .
In  a group of  people  I am r a r e l y  t h e  c e n t e r  of a t t e n t i o n .  
In d i f f e r e n t  s i t u a t i o n s  and wi th  d i f f e r e n t  peop le ,  I o f ­
t e n  a c t  l i k e  very d i f f e r e n t  pe rsons .
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I am not p a r t i c u l a r l y  good a t  making o t h e r  p e o p l e  l i k e  
me.
Even i f  I am not en joy ing  m yse l f ,  I o f t e n  p r e t e n d  t o  be 
having  a good t im e .
I am not always t h e  person I ap p ea r  t o  be.
I would not change my o p in io n s  ( o r  t h e  way I do t h i n g s )  
in  o r d e r  t o  p l e a s e  someone e l s e  or  win t h e i r  f a v o r .
I have c o n s id e r e d  being an e n t e r t a i n e r .
In o rd e r  t o  ge t  a long and be l i k e d ,  I t e n d  t o  be what 
peop le  expec t  me t o  be r a t h e r  th a n  any th ing  e l s e .
I have never  been good a t  games l i k e  charades  o r  im p r o -  
v i s a t i o n a l  a c t i n g .
I have t r o u b l e  changing my b e h a v i o r  t o  s u i t  d i f f e r e n t  
peop le  and d i f f e r e n t  s i t u a t i o n s .
At a p a r t y  I l e t  o t h e r s  keep  t h e  j o k e s  and s t o r i e s  
going .
I f e e l  a b i t  awkward in  company and do not show up q u i t e  
so well as I sh o u ld .
I c an  lo o k  anyone  in  t h e  eye  and t e l l  a l i e  w i t h  a 
s t r a i g h t  f a c e  ( i f  f o r  a r i g h t  end).
I may d e c e i v e  p e o p l e  by b e i n g  f r i e n d l y  when I r e a l l y  
d i s l i k e  them.
APPENDIX B: SUPERVISORY RATING FORM
R at in g  o f  Salesman Performance 
S u p e r v i s o r  #__________________________ Date /  /
L i s t e d  below a re  p a i r s  of  t h e  names of t h e  s a l e s p e r s o n s  t h a t  you 
s u p e r v i s e .  All p o s s i b l e  p a i r i n g s  o f  s a l e s p e r s o n s  a r e  shown. F o r  
each p a i r  of s a l e s p e r s o n s ,  i n d i c a t e  which person  you b e l i e v e  i s  t h e  
b e t t e r  s a l e s p e r s o n  by c i r c l i n g  h i s  or  he r  name. Your c h o i c e  s h o u l d  
r e f l e c t  t h e  s a l e s p e r s o n ' s  performance in  a l l  a s p e c t s  o f  t h e  j o b  and 
shou ld  NOT be based s o l e l y  on h i s  or  h e r  s a l e s  volume. Be s u r e  t o  
i n d i c a t e  t h e  b e t t e r  s a l e s p e r s o n  f o r  a l l  p a i r s .
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